
 58

5 Chapter 5 – Case Studies for CSFs on Wi-Fi HotSpot 
Operators 

 
 
 

5.1 Introduction 
 

This chapter presents the case study for the largest Wi-Fi operator in the country. Due to 

the availability of limited data samples for Wi-Fi operators in Sri Lanka, Wi-Fi HotSpot 

provider (HP) perspective analysis was carried out based on case study method. The case 

study would discuss the followings: 

 

(a) Brief description of the business, 

(b) Available Wi-Fi HotSpots and applications, 

(c) Evaluation of Critical Success Factors and 

(d) Lessons learnt from the study. 

 

The CSFs in the case study are discussed based on four main categories, such as 

technological, environmental/legal, strategic and financial. The interview for the operator 

was guided by the questionnaires prepared for the HP as in Annexure 2. In addition to the 

interviews conducted, some of the information found through the literature information of 

this case example has been used for this case study. 

 

 

5.2 Background of DTL 
 
 
Dialog Telekom Limited (DTL) is a telecommunications company which provides 

telecommunications services under the brand name of ‘Dialog GSM’, Sri Lanka's largest 

mobile phone network providing services to over 3.5 million customers across all 

provinces of the island. It is a subsidiary of the Telekom Malaysia Group. DTL is the 
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largest listed company on the Colombo Stock Exchange in terms of Market Capitalization 

of LKR 188.79 Bn (USD 1.73 Bn) (as of 31 March 2007). The Company has the 

distinction of becoming the first company in Sri Lanka to achieve a market capitalization 

exceeding USD one billion. The company is also a key player in the internet service 

provision market with its state of the art ISP under the brand name of ‘Dialog Internet’, 

and also operates Dialog SAT, Sri Lanka's pioneer mobile satellite service provider. 

Following an aggressive entry into the international services market, ‘Dialog Global’ has 

established itself as a premier provider of international services in Sri Lanka. 

 

DTL has spearheaded the mobile industry in Sri Lanka since the late 90's propelling it to 

a level of technology on par with the developed world. The company operates 2.5G and 

3G networks, supporting the very latest in multimedia and mobile internet services, with 

the distinction of being the first 3G operator in South Asia to commence commercial 

operations. The company also provides international roaming facilities in over 190 

countries.  

 

DTL is the first telecommunications operator in South Asia to receive ISO 9001 

certification. It has also won the National Quality Award (Large Scale Service Category) 

in 2001, followed closely by international recognition in the form of the (Malcolm  

Baldridge) Asia Pacific Quality Award in 2002. 

The company has pursued a strategy of broadening its portfolio of telecommunications 

services and in 1999 launched ‘Dialog Internet’ a fully fledged ISP connected through to 

the internet backbone of Telekom Malaysia Bhd. within the Multi Media Super Corridor 

in Cyber Jaya. 

DTL’s Wi-Fi HotSpot strategy is to deploy Wi-Fi hot spots in locations that are beneficial 

to its customers. These locations will include five star hotels, large shopping malls and 

restaurants frequently visited by Dialog customers. 
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5.3 DTL Wi-Fi  
 

Being an integral part of the broadband network implementation of DTL, Dialog Wi-Fi 

has embarked on planning and a deploying public WLAN as Wi-Fi HotSpots and Hot 

Zones. Though the initial deployment concentrates on providing basic internet access and 

internet based services (e-mail, e-commerce and streaming), the long term objective is for 

the Wi-Fi network to be a part of the island wide wireless broadband deployment with 

features as seamless data mobility and convergence with GSM technology for voice. 

Hence the target locations would ideally be restaurants, hotels, shopping malls and 

international gateways. 

 

Being the youngest entrant to the market, Dialog Wi-Fi deployment is the most wide 

spread deployment in Sri Lanka spanning 50+ locations island-wide. This includes the 

largest HotZone deployment in Sri Lanka at Kandalama Hotel spreading across 5 stories 

and 1 kilo meter. 

 

DTL wishes to have close to 100 such deployments by end of year 2007 with the main 

focus being large scale deployments (HotZones) as hotels where GSM DAS and Wi-Fi 

could operate hand in hand. The deployment at the airport, Hilton, Mt. Lavinia Hotel and 

Waters Edge are examples for such deployments. 

 

 

5.3.1 How to Use Dialog Wi-Fi 
 
 
When a Wi-Fi user connects to the network from a HotSpot, a portal page will 

automatically be downloaded to the web browser. This web portal will provide all 

necessary information on usage to the user for easy reference and educate on how the 

user could connect to the internet and use the service. In addition, provisioning is made 

for the end user to brows certain informative sites free of charge. (Eg. current location, 

nearest police station, hotel, route maps, towns etc.) [6] 
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5.3.2 Payment Methods 
 
 
 
 
 
 
 
 

Table 10 : Dialog Wi-Fi Payment methods 

( Source: www.dialog.lk,2007) 
 
 

5.3.3 Dialog rates 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

5.3.4 Benefits of Dialog HotSpots 
 

a. Dialog Wi-Fi enables a user to carry out any internet based activity via the 

network, 

b. Dialog Wi-Fi will enable data speeds up to 11 mbps, 

c. Several methods of connecting to the internet are provided to the ease of 

the user, 

Pre-Paid 
User Type KIT Acct. Cx.

Scratch 
card 

Credit 
card 

Post 
Paid 

Any Y - Y Y  - 
Dialog GSM customer Y Y Y Y Y 
On location permanent 
tenants (Shops) Y -  Y -  Y 

 

 
 

KIT Cards 

 Rs. 100 / - = 1 surfing Hour (Valid for one day*) 

 Rs. 400 / - = 4 Surfing Hours (Valid for three days*) 

 Rs. 1,000 / - = 20 Surfing Hours (Valid for seven days*) 

  
Dialog GSM customers 

 Rs. 250 / - will be added to the monthly bill for a post Paid user 

 Rs. 250 / - will be deducted from a KIT (pre-paid) user 

 You will be provided with 3 surfing hours on Dialog Wi-Fi 

 

The account is valid for seven days* 
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d. Use the same login details at any Dialog Wi-Fi Zone and 

e. Need to go overseas? Roam with Dialog Wi-Fi in more than 100 

countries. 

5.3.5 HotSpots 
  

 Hilton Colombo  Seruwa Rest house - Polonnaruwa 

 Colombo International Airport  Tabu - Restaurant 

 Delimarket Colombo   CH&FC - Recreation Club 

 Waters Edge  Thissa Resthouse - Tissamaharama 

 Bayleaf  SLECC - The Exhibition and Convention Center 

 The Commons Coffee Shop - Flower Road Colombo 07  Queens Hotel - Kandy 

 Clancy's Restaurant and Pub  Great Wall Restaurant - Colombo 03 

 Polonnaruwa Rest House - Polonnaruwa  Victoria Golf Club - Kandy 

 Kandalama Hotel  Hanwella Resthouse 

 Ella Motel  ODEL 

 Arpico Hyde Park Corner  Dialog Galle Arcade 

 Arpico Navinna  Dialog WTC 

 Arpico Kandy  ICBT Campus Mount Lavinia 

 Mount Lavinia Hotel   Dambulla Rest House 

 Bentota Avanhala  Belihul Oya Rest House 

 Hotel Mihintale  Medawachchiya Rest House 

 Kothmale Resort  Pusellawa Resthouse 

 Lihiniya Surf Hotel  Lady Hill - Galle 

 Pinnawala Snack Bar  Mambo's - Hikkaduwa 

 Zoological Garden  Bay Inn - Weligama 

 The Pub - Kandy  Browns Beach - Negombo 

 Ambepussa Rest House  Hotel Sudu Araliya - Polonnaruwa 

 Crown Salon - Colombo 03  Kithulgala Rest House 

 Eden Resort and Spa  Ceylon Continental Hotel 

 Hotel Renuka and Renuka City Hotel  Bay Beach Hotel - Weligama 

 Pizza Hut - Wattala  Pizza Hut - Union Place 

 Pizza Hut - Kandy  Pizza Hut - Dehiwala 

 Hotel Suisse - Kandy  Kukuleganga Holiday Resort 

 Delifrance - Crescat Boulevard  Cafe Du Monde 

 Peoples Bank Training College  Number 18 Restaurant 

 Country Comfort  Heritance Ahungalla 

Table 11 : Dialog Hotspots 

( Source: www.dialog.lk,2007) 
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5.4 Evaluation of CSFs against Dialog  
 
 

DTL will be evaluated on CSFs with respect to technological, environmental/legal, 

strategic and financial level as on below. 

 

5.4.1 CSFs on Technological Level 
 

(a) DTL considers technical infrastructure as an important factor in Wi-Fi 

deployments. It uses several backhauling techniques in the HotSpots. The WiMax 

technology would be used more as a last mile technology to connect HotSpots to 

the centralized system. This would be useful when there would be no requirement 

to provide consistent bandwidth to a location.  

 

(b) Speeds (Backhaul links): DTL promises its customers high speed connectivity to 

differentiate from competition and small time operators. The minimum bandwidth 

to a HotSpot would be 128 kbps with large scale operations as hotels would be 

provided with an E1 with provisions to increase bandwidth on demand. The 

selection criteria on bandwidth would depend on number of users from a location 

and the number of simultaneous logins experienced from a location (applied 

mainly for HotSpot operation).  

 

(c) Security is a very high concern area. DTL has taken several security measures to 

ensure this including the following: 

• Centralized Authentication 

• Location based services / Location identification 

• Centralized monitoring 

 

(d) Wi-Fi roaming is enabled between HotSpots. DTL’s plan is to introduce 

international roaming capabilities in to the Wi-Fi network very soon.  
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5.4.2 CSFs on Strategic Level 
 
 
(a) A centralized Wi-Fi network operation is the concept Dialog Wi-Fi uses to 

provide the services in Sri Lanka. Accordingly DTL operates as a public network. 

(b) The hotels sector has proved to be a lucrative segment and it is important to be 

flexible with the pricing strategy.  

(c) Strategic Partners: DTL selects their business partners after a thorough search on 

companies possess such capabilities for installation of Wi-fi HotSpots. 

(d) Selection of equipment: DTL selects Cisco as its access point provider 

considering world wide experience Cisco has. 

(e) Turnaround time: DTL’s target is to implement a hostpot with in one week’s time. 

(f) Wi-Fi may be used to facilitate DTL’s other businesses. Wi-Fi network would be 

used as a delivery platform to other Internet and broadband based service 

offerings by DTL as i-market, video on demand, gaming and bloging.  

(g) Target Markets: 

A. The Wi-Fi user 

B. The Wi-Fi Non-User 

C. The Potential Wi-Fi Users 

(h) Differentiation: DTL Wi-Fi differentiates itself from other providers by using the 

following means and mechanisms. 

a. Multiple authentication options, 

b. High speed true broadband, 

c. Value additions as walled garden, virtual reality, 

d. Location based Services, 

e. Imarket, 

f. Kiosks, 

g. Vod, 

h. IP TV and 

i. CCTV. 
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5.4.3 CSFs on Legal/Environmental Level 
 
 
(a) Some link backhauling technologies cannot be used due to the legal issues. 

Instead of cabling or using a wireless mesh network, the connectivity within a 

building could be carried out using Power Line Communication technology. This 

technology also could be used as a last mile technology though it cannot be 

deployed immediately in Sri Lankan context as yet due to legal issues. 

 

(b) DTL identifies location of the HotSpot as important success factor. Accordingly 

Dialog Wi-Fi is a public network of HotSpots and would be available at the 

following locations; 

 

• International gateways (Airports, Ports), 

• Hotels, 

• Condominiums and residencies, 

• Restaurants, Pubs and Bars, 

• Large Shopping Malls, 

• Community centers and 

• Wireless Café’s.  

 

(c) The governing body of TRCSL has defined the operational standards applicable 

to Sri Lanka in their documentation. Though the 2.4 Ghz band is a free band in 

many parts of the world, in Sri Lanka it falls in to a licensed band category and 

TRCSL regulation clearly defines that this bandwidth could not be used for out 

door Wi-Fi deployment. But TRCSL has released the band to provide indoor 

wireless solutions. It is important that the network adhere to the set standards to 

avoid legal action. 
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5.4.4 CSFs on Financial Level 
 
 
(a) Dialog Wi-Fi operation is geared to provide flexibility and easiness in introducing 

the charging mechanisms for the end user. Dialog Wi-Fi currently uses the 

following charging options at public HotSpots. 

 

No. 

 

Charging 

Option 

Available 

Denominations 

(Rs.) 

Usage 

Period 

Validity 

Period 

100 / - 1 Hour 1 Day 

400 / - 4 Hours 3 Days 

800 / - 24 Hours 1 Day 
1 Wi-Fi Card 

1,000 / - 20 Hours 7 Days 

100 / - 1 Hour 1 Day 

400 / - 4 Hours 3 Days 2 
KIT / Ez 

Reload card
1,000 / - 20 Hours 7 Days 

400 / - 4 Hours 3 Days 
3 Credit Card 

1,000 / - 20 Hours 7 Days 

4 
Dialog 

GSM SMS 
250 / - 3 Hours 7 Days 

 

Table 12: Dialog Wi-Fi charging options 

 
(b) Dialog Wi-Fi introduced the Special charging option of a 24 hour card for Rs. 

800/ - for the hotel operation.  

 

(c) Taking in to consideration the ADSL operation of SLT, Dialog Wi-Fi offers the 

following package for permanent residential users of condominiums and 

apartment complexes.  

Monthly Rental  = Rs. 2,500 / - 
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Free Hours   = Unlimited usage 

Roaming @ Rs. 1 / - per minute at any Wi-Fi HotSpot 

 

5.5 Observations and Conclusions 
 
 

 

Key CSFs 

 

Dialog 

 

Importance 

(%) 

Performance or speed of the Wi-
Fi    network 

Considered very important and they are 

flexible 
100 

Technical Infrastructure 
Considered very critical and sufficient IT 

infrastructure already exists at Dialog 
99 

Location of the HotSpot Considered very critical 98 

Cost for user Very important 97 

Competitive Packaging or 
pricing structure 

Different packages exists and very 

important 
95 

ROI of  Wi-Fi Deployment 
ROI is not always considered, implement 

according to the importance 
90 

User Density Considered as very important 89 

Security Medium and considered as very important 88 

Wi-Fi roaming and 
interoperability 

Already exist among the HotSpots. But no 

international roaming yet. Considered very 

important 

87 

Promotion/Publicity Considered important 86 

Workforce skill level and the 
flexibility for new technologies 

Considered important 85 

Annual operational cost(AOC) Considered important 84 

 

Table 13: CSFs for Wi-Fi hotspots identified by Dialog 


