
TeliaSonera creates new services 
in the Cloud:

VTT co-creation with users ensures 

service concepts  
with excellent 
user experience 
  

“We are very pleased with 
the co-operation we had with VTT in 

researching the perfect universally reachable 
contact book for our customers. Especially 
valuable for us proved to be the co-creation 
methods VTT used in the project, namely the 

Owela community. In it we were able to efficiently 
test the initial ideas and got a lot of interesting 

comments and feedback from  
the end users.”

Kimmo Kivirauma, R&D Director, 
TeliaSonera

More information on making the 

transformation to Cloud:  

Dr. Tua Huomo, Program Coordinator, 

Cloud Software Programme 

VTT Technical Research Centre of 

Finland  

Tel. +358 20 722 2451 

tua.huomo@vtt.fi 

cloudsoftware@vtt.fi 

Project 
TeliaSonera is developing a universally accessible contact book that would bring joy into 
the everyday communications of their customers and would lead to new business oppor-
tunities. The solution needs to be secure and universally accessible by any device and context 
as well as extremely easy to use and versatile in its content.  TeliaSonera’s desired goal is a 
contact book that will provide an enhanced user experience that would bring simplicity and joy 
to its customers’ everyday life and thus strengthen their relationship with TeliaSonera.

Summary 
Communication technologies, behaviour and services are changing. Tomorrow’s communi-
cation services will be produced “somewhere in the cloud”, appearing to the user as “just 
another application” or “features on a web page”. Still at the heart of every communication 
service is the contact information (i.e. the contact book). Today, users tend to have several 
separate contact books for different devices and services, and even if these various contact 
books were somehow linked, they are very simple in terms of their content. Future contact 
books will not only provide contact information but also presence information that will indicate 
the preferred contact channels for different situations.

Solution 
VTT used different co-creation methods to develop the contact book concept together with 
users. First the idea of a future contact book was assessed and developed  further by focus 
group discussions with users that were considered “heavy” users of social media services. 
Using the results of the focus groups, scenarios were created to illustrate how the contact 
book could work in different usage situations that were identified. The scenarios were intro-
duced to a wider group of users on VTT’s Open Web Lab (Owela), an online co-creation 
space.  Scenarios were further developed online with users. Based on user feedback, the 
first sketch visualizations of the future contact book to be used with a device such as a mobile 
phone were created. These paper prototypes were evaluated with users, and a semi-func-
tional visual demo was developed based on user feedback. The usability of the visual demo 
was also evaluated by potential users and the demo was further improved with their feedback. 

Success 
The VTT co-creation approach enabled TeliaSonera to gain a deeper understanding of the us-
ers’ needs for a future contact book. Using the visual demo created in this project, TeliaSonera 
can continue to present and develop the idea of a future contact book internally and for their 
stakeholders such as customers and partners.

TeliaSonera
TeliaSonera provides network access and telecommu-
nication services that help people and companies com-

municate in an easy, efficient and environmentally friendly 
way. TeliaSonera is an international group with a global strategy, but wherever we operate we 
act as a local company. We offer our services in 20 markets in the Nordic and Baltic countries, 
the emerging markets of Eurasia, including Russia and Turkey, and in Spain.

www.teliasonera.com 


