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ABSTRACT

In a digital home a so-called multi-play system
integrates networked entertainment and com-
munications systems. Using a mobile phone,
all those services can be controlled and used
ubiquitously—from everywhere, at any time.
Not much research has been conducted in the
field of integrated communication offers. The
novelty of this study is in that it addresses the
ubiquitous communication system, called the
multi-play service, from the perspectives of both
the customer preference and operator strategy and
transforms this into valuation of resources and
capabilities. This chapter provides a framework

to connect the customer value preferences to
firm resources. The aim of the framework is to
connect customer and resource-based strategies
together. As a result of the analysis the authors
reveal the most important resources in contrast
to the customer value preferences.

INTRODUCTION

The connectedness with everything, everywhere,
all the time is what surrounds us more and more in
the modern information society. Synonymous to
omnipresence, ubiquity is also provided by mobile
phones that follow us nearly everywhere and all
the time. In a digital home a so-called multi-play
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system integrates networked entertainment and
communication systems, providing television,
video on demand, music, telecommunications
etc. Using a mobile phone, all those services
can be controlled and used ubiquitously—from
everywhere, at any time.

Asthe communication situation can take place
in a stable or mobile location, and the need to
enrich communication varies, the choice that the
user makes between access types varies greatly.
If ubiquity is added to an integrated offering, and
the portable computer has the same dynamic and
personal settings, it has all the potential to become
a mobile communications center as well, espe-
cially for sessions demanding more rich media.
When the user is physically moving, the usability
and availability of a laptop computer decreases,
and a mobile terminal becomes the choice. In the
case of full integration, the user can still browse
files from a PC with the mobile terminal. As those
files are located in the network, they do not need
to be sent through the radio network, which then
also becomes an economic driver for ubiquity in
the integrated model.

Not much research has been conducted in the
field of integrated communication offers. Fur-
thermore, there is not much literature or research
available that profoundly considers the charac-
teristics of a ubiquitous communication system.
The novelty of this study is in that it addresses
the ubiquitous communication system, called the
multi-play service, from the perspectives of both
the customer preference and operator strategy and
transforms this into valuation of resources and
capabilities (Srivastava et al., 2001). The multi-
play offer is a new business concept consisting
of an integrated set of features aiming to deliver
greater systemic value to end customers (Gardner,
2001; Kothandaraman & Wilson, 2001).

The objective of this chapter is to provide a
framework to connect the customer value prefer-
ences to firmresources. The practical suitability of
the method is demonstrated with a relevant real-
life business concept development case example

of a Nordic operator (Mikkonen et al., 2008).
The focus is in the resource analysis although the
customer value and the business model analysis
are also reviewed. This chapter and the method
of a business model are based on several case
studies on the subjects of the customer driven
business model. The mapping framework connects
different levels together in a system hierarchy. It
consists of sequential steps from customer needs
to the actor resources and capabilities in a value
network. The aim of the framework is to connect
customer and resource-based strategies together.
As a result of the analysis we reveal the most
important resources in contrast to the customer
value preferences.

The chapter is structured so that first the
backgrounds of the multi-play service and the
integrated operator are discussed, second the
research framework is introduced, third the cus-
tomer value analysis and business model mapping
are discussed, fourth the resource analysis is
provided, and fifth the future trends concerning
the multi-play and the method are discussed fol-
lowed by the conclusion.

BACKGROUND

Multi-Play Service from Case
Operator’s Strategy Perspective

The business model of an integrated operator or
a typical incumbent largely relies on available
vendor technology and products enabled by highly
standardized components. It can be broadly said
that the ICT value network in the past consisted
of operators who controlled the customer inter-
face by selling end-user subscriptions to access
networks, vendors who delivered network and
customer equipment, and system integrators who
co-developed services with vendors and operators,
installed, operated and maintained the overall
infrastructure, depending on the outsourcing
structure of each geographic market (see e.g.
Coursaris et al., 2008).
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