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Development of Customer-Centered Convergence Service Concepts:
A Systematic Framework and a Case Study in Telecommunications Industry
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Abstract

This paper proposes a systematic framework for de-
veloping new service concepts, with an emphasis on
the customer's perspective. The framework consists of
three phases; identification of customer needs, ex-
traction of new service opportunities, and generation
of new service concepts. The proposed framework is
demonstrated through a case study in the tele-
communications industry.
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