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A Service Approach for Taiwan's Internet Telephony Industry
Student: Hsin-Huang, Chang Advisor: Dr. Joseph Z. Shyu
Institute of Management of Technology

National Chiao Tung University

ABSTRACT

Information Technology Industry emphasizes on specialization, disintegration, competition,
liberty and innovation. On the contrary, Telecommunication Industry is of a highly vertical integrated,
conservative and closed infrastructure. Internet Telephony Service Industry - the convergence of
Information Technology and Telecommunication- with characteristics of complexity, high entry
barrier, long product life cycle and highly integrated external resource, is a cross-domain and

service-oriented innovation intensive service industry.

The study takes advantage of innovation intensive service analytical model to access the core
capabilities within a firm’s value activities and external resources, working out a strategic analysis
matrix by analyzing four customization levels and five innovation types at the firm level. Through
literature review, expert interview and general survey, constructing 11IS competitve competence
matrix, the study shows the present and future positions of Taiwan’s Internet Telephony Service

Industry, indicating the key innovation factors.for service providers as trend of development.

Results of the study show there are two application market segments: home users and
business users. ITSP presently positions the market segment of home users in the generic
service/product innovation, moving towards the future position of the restricted service/process
innovation, and presently positions the market segment of business users in the generic
restricted/product innovation, moving towards the future position of the selective service/structural
innovation. It is recommended by the study that ITSP has to make good use of established service
platform, well allocating its core capabilities and resources in providing multiple innovative
technology and interactive application services to satisfy customer’s need in both of market

segments.

Keywords : Internet Telephony Service Provider (ITSP), Internet Telephone, Innovation Intensive

Service (11S), Knowledge Intensive Business Service (KIBS)
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Fl+ B Mo~ & & - ik ri";’f ¥E | i i3
S AR | ARR
C1 | C11 | THERfE pATHIN P1,0,S N
Cl1-2 | F# Fa L P1,0,S N
C1-3 | WEMAR LR P1,0,S N
C1-4 | PRARSE & ot 4 P1,0,S D
C1-5 | &3 mype= it P1,0,S D
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C1-7,C2-2,C2-3,C5-1,
C5-5,C6-5,C6-6,C6-7

M C3-1,C3-3,C3-4,C5-3,

C5-4

C3-2,C3-5;C5-2

C5-1,C5-5

TR KR hiFF

B~ JRAR T @5 E NDF 482 @ (£ 3.7) °

» 2004
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ACi(n) =T 35 ( ACij(n)+ACij(n)+ACij(n)+... )
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E1-3 | Mpac i Tl a4 P1,P2,S, M N
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E1-5 | 5473 52 4wk A 52 P1,P2,S,M N
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E2-3 | A#PEFF i P P1,P2,0,S N
E3 | E3-1 | $i 8 ~ 4 ~ #fci 4 P1,P2,0 D

E3-2 | #ip &t in 4 P1,P2,0 D

E3-3 | h30H = piripd P1,P2,0 N

E3-4 | /hingtien g 5 A s P1,P2,0 N

E3-5 | 5liedid FiREpin P1,P2,0 F
E4 | E4-1 | % waskr g P1,P2,0 D

E4-2 | @Azl 4 P1,P2,0 F

E4-3 | B 5 amis 4 P1,P2,0 F
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E5-3 | = SAE L4 4 5 P1,P2,0,S,M N
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N D F N D F
P1 Ein) | Ei(d) | Eij(f) P1 Ei(n) | Eij(d) | Eij(f)
P2 Ein) | Eii(d) | Eij(f) Py P2 Eijn) | Eijd) | Eii
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0 AEijn) | AEiid) | AEij)
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M AEijn) | AEiid) | AEij)

AEi(n) = 51 ( AEij(n)*AEij(n)*AEij(n)+... )
AEi(d) =% 51 ( AEij(d)*AEij(d)*+ AEij(d)+... )
AEi(f) = 32 ( AEij(f)+ AEij(f)+ AEij(f)+... )
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N D F
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