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Customer Satisfaction &

the Path to Profitability

Outline

A How are we (the industry) doing?

A Where is the customer heading?

A Service Management ¢ Future Challenges
A The Challenge of Profitability \
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How are we (the industry) doing? "
L \oice of the Customer G:; J

The system is unstable and the performance unpredictable. 1 had several
problems with the movie channels being down. He came back and
replaced the box again — picture still fuzzy. My phone did not work when ,‘
you left. Channels seem to come and go. It took 2 weeks to get the service
working. The guide is confusing. There is no way to know what the system |

is doing. Some HD channels you don’t get the full screen. Showed up with

3 people for 8 hours to install. I'd give your service a B- or C+. Lost the |

signal. Too many boxes. I was not able to get a signal. Recorded a program |
but there was no sound. My computer is slower. Some channels \
occasionally freeze. The whole repair process is a pain. Sometimes the
sound and the picture are out of synch. I have to unplug the box once or
twice a week. The guide is slow. The remote seems really slow.
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Video Quality and Customer Satisfaction

Video Quality Remains a Big Driver of Customerissatisf

Case Study 1 72% Improvenient
A Close to 4% of Customers Experiencing 3.85 %

Quality Issues 1 1.06 %
A With Proactive Service Monitoring: :
72% Reduction k.
Before After

Case Study 2 62% Improvement
A Close to 30% of Customer Base with 28.93%
Video Troubles 10.95%
A With Proactive Service Monitoring: '

>60% Improvement
Before After
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How are we (the industry) doing?

Lt ¢+ £ SFRSNE O2yVLAY dzSH
A Vast amounts of performance data, yet challenged
with customer insight

A Acceptance by and the evolution of service dellvery
teams

A The challenge of customer acquisition/activation costs"*a..«_x
ALa GKAA GaoKSNB ¢S tSI'@S
A The ubiquity of video (TV)

A The constant raising of the bar by the customer

Mariner has seen these challenges across the board:
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Where is the customer heading?

A Ubiquitous Video

A The Connected TV
ADNB I GSNJ 0KIFY wHp: 27
connected to the internet

A 3IDTV Localists' Turn to TV
Sites, Study Shous , New 'Spapers, Radio Before Hyperlocal §

A TV Everywhere  “mmer=r sy oo oo
. f— While 3D falls flat, the future of TV
A TV Gets Social Fiix o T
- : lbllshdd ail Updat T\NG
A Hyper-Local & TV gy TV 15 "NOT GET

n— Eoe U SHOUL,
‘EI'J'H}] CARg
PeStriey, €re s o o’ EN Bmm
oUD servc - N ALWAYS HAS BE |

1

A Service Expectations

Cess ;.

0 Comments

. i
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Service Management C Future Challenges

¢+ 9CPSNBEGKSNBY a{ i

A Multi Device/Multi Network:

I Authentication
I Activation

I Monitoring D G 6 ) 0 7 (8 B
I Measurement @ 3T e v e e o

A In the words of one Telco IPTV Service Manager: ]
al 26 R2 L NBI OK (KNZdz3
YVSUg2N] YR Y2YAUZ2N Ye

*Video Nuze ¢ Will Richmond ¢ 2/2/11
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The Challenge of Profitability

FocusconsStartp
Little Concemiforr@pex

A

Opex

Business Cas Trial Launch Time Scale

Stage

The nature and impact of Opex oftesets inwhen scaling.
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The Challenge of Profitability

Service Qualityc Profitability Linkage g
30% of orders require a second truck roll e~
A Unnecessary dispatches

A STB replacements (>80% of replaced STBs test OK!)

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

70% of trouble calls deal with the last mile
A In-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

Where iIs your.company. onthese service indices?
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IPTV Customer Satisfaction Stream

t2RII 8Qa ¢KSYSa3

A Operator Case Study: Customized Edge \‘
Monitoring based on Mediaroom Client Data

A Delivering a Customer Oriented TV Solution | ‘

A Successful Strategies for Quality Assurance in DTV
Delivery

A Panel Discussion: STB Inventory ¢ Reducing Costly
& Unnecessary Swaps and Returns i

A Case Study: An STB based Approach to Enhanced
Operational Control
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IPTV Customer Satisfaction Stream
¢CZ2RlI eQa C¢KSYSa

A Why does 3D TV require higher quality than eve
A Minimising Churn with Proactive Customer E

Management
A Competing with Entrenched incumbents through
Aggressive Pricing Plans

A Case Study: Ensuring Customer Satisfaction
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Contact Info

For additional information, please visit us at Stand ?
or at WWwW.marinerpartners.com

Curtis Howe
President & CEO

+1.506.642.9000
curtis.howe@marinerpartners.com
www.marinerpartners.com
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