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IPTV Customer Satisfaction
Service Management Stream

ÅSpecialists in IP Video 
Solutions and IPTV

ÅOffices in Canada, USA, 
Europe

ÅFounded in 2003, 
125 Employees

ÅProducts in TV Service 
Assurance and 
Interactive Applicationswww.marinerpartners.com
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Customer Satisfaction &
the Path to Profitability

Outline

ÅHow are we (the industry) doing?

ÅWhere is the customer heading?

ÅService Management ςFuture Challenges

ÅThe Challenge of Profitability



4
© 2011 Mariner Partners Inc. All Rights Reserved.

How are we (the industry) doing?
Voice of the Customer
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Video Quality and Customer Satisfaction

Case Study 1
ÅClose to 4% of Customers Experiencing 

Quality Issues

ÅWith Proactive Service Monitoring: 
72% Reduction

Case Study 2
ÅClose to 30% of Customer Base with 

Video Troubles

ÅWith Proactive Service Monitoring: 
>60% Improvement

Before After

Before After

Video Quality Remains a Big Driver of Customer Dissatisfaction

3.85 %

1.06 %

28.93%

10.95%
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How are we (the industry) doing?

Lt¢± ƭŜŀŘŜǊǎ ŎƻƴǘƛƴǳŜ ǘƻ ǎǘǊǳƎƎƭŜ ǿƛǘƘΧ
ÅVast amounts of performance data, yet challenged 

with customer insight
ÅAcceptance by and the evolution of service delivery 

teams
ÅThe challenge of customer acquisition/activation costs
ÅLǎ ǘƘƛǎ άǿƘŜǊŜ ǿŜ ƭŜŀǾŜ ŎŀōƭŜ ōŜƘƛƴŘέΚ
ÅThe ubiquity of video (TV)
ÅThe constant raising of the bar by the customer

Mariner has seen these challenges across the board.



7
© 2011 Mariner Partners Inc. All Rights Reserved.

Where is the customer heading?

ÅUbiquitous Video

ÅThe Connected TV
ÅDǊŜŀǘŜǊ ǘƘŀƴ нр҈ ƻŦ ¢±Ωǎ ǎƻƭŘ ƛƴ WŀƴǳŀǊȅ ƛƴ ǘƘŜ ¦{ ŀǊŜ 

connected to the internet

Å3D TV

ÅTV Everywhere

ÅTV Gets Social

ÅHyper-Local & TV

ÅService Expectations 
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Service Management ςFuture Challenges

¢± 9ǾŜǊȅǿƘŜǊŜΥ ά{ǘƛƭƭ ŀ wǳōƛƪΩǎ /ǳōŜ ƻŦ /ƻƳǇƭŜȄƛǘȅέ*

ÅMulti Device/Multi Network:
ïAuthentication
ïActivation
ïMonitoring
ïMeasurement

ÅIn the words of one Telco IPTV Service Manager: 
άIƻǿ Řƻ L ǊŜŀŎƘ ǘƘǊƻǳƎƘ ƛƴǘƻ ŀ ŎƻƳǇŜǘƛǘƻǊΩǎ ƳƻōƛƭŜ 
ƴŜǘǿƻǊƪ ŀƴŘ ƳƻƴƛǘƻǊ Ƴȅ ŀǇǇǎΚέ

* Video Nuze ςWill Richmond ς2/2/11
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The Challenge of Profitability

Opex

The nature and impact of Opex often sets inwhen scaling.

Business Case 
Stage

Trial Launch Time Scale

Focus on Start-Up 
Little Concern for Opex

Uh-Oh!
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The Challenge of Profitability

30% of orders require a second truck roll
ÅUnnecessary dispatches
ÅSTB replacements (>80% of replaced STBs test OK!)

35% of Help desk calls require more than a day to resolve
ÅDifficult to isolate intermittent problems
ÅDifferent teams using different data to resolve issue

70% of trouble calls deal with the last mile
ÅIn-home network performance

As much as 65% of churn is driven by service quality issues

Between 3 and 30% of customers are seeing perceptible impairments at any 
point in time

Service Quality ςProfitability Linkage

Where is your company on these service indices?
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IPTV Customer Satisfaction Stream
¢ƻŘŀȅΩǎ ¢ƘŜƳŜǎ

ÅOperator Case Study: Customized Edge 
Monitoring based on Mediaroom Client Data

ÅDelivering a Customer Oriented TV Solution

ÅSuccessful Strategies for Quality Assurance in DTV 
Delivery

ÅPanel Discussion: STB Inventory ςReducing Costly 
& Unnecessary Swaps and Returns

ÅCase Study: An STB based Approach to Enhanced 
Operational Control
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IPTV Customer Satisfaction Stream
¢ƻŘŀȅΩǎ ¢ƘŜƳŜǎ

ÅWhy does 3D TV require higher quality than ever?

ÅMinimising Churn with Proactive Customer 
Management

ÅCompeting with Entrenched incumbents through 
Aggressive Pricing Plans

ÅCase Study: Ensuring Customer Satisfaction
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Contact Info

For additional information, please visit us at Stand #61
or at www.marinerpartners.com

Curtis Howe
President & CEO
+1.506.642.9000
curtis.howe@marinerpartners.com
www.marinerpartners.com


