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About Mariner ςCorporate Profile

ω120 people (60% R&D & S/W Eng.)

ωPrivately held: profitable every year 

ωFounders built & operated bƻǊǘƘ !ƳŜǊƛŎŀΩǎ ŦƛǊǎǘ commercial IPTV service

ωFocus: Making TV better

ωService assurance (xVuϰ), and applications (frosttϰ).

Telco TV Pioneer

ωxVuςService and Network Monitoring Platform for IPTV QoE

ω6 years of R&D, lab and field testing: now in Release 4

ωDeployed  World Wide (Canada, Caribbean, US, Asia Pacific, Europe)

ωSupport for Mediaroom, Cisco VQE, Minerva, Orca, TR69 (ADB)

ωPayback in one year: quantifiable benefits of at least three times the cost of xVu

Proven Innovation that Delivers Results 
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What just happened?!
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Voice of the Customer
Relying on Customers for Service Feedback
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Abstract View of Managed Solution
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Triangulation ςExample 1

STB Data Indicates DSLAM Card Problem
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Triangulation ςExample 2

STB Data Indicates Router Problem
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Abstract View of Managed Solution
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Managing the Challenge of IPTV

Next-Generation Service Monitoring:
ÅDetect & record intermittent problems all the way to the home

Å Isolate the sources of problems end to end 

ÅMust be able to monitor service to the customer 

ÅaŜŀǎǳǊŜƳŜƴǘ ƻŦ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ vƻ9

ÅVerification on Installation/Repair

ÅSupport/Help Desk/Repair 

ÅSectionalization/Isolation/Fix it right the 1st time

ÅSmart Truck Rolls, Smart Re-Boots, etc.
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Case Study 1: Improve Video Service 
Performance

Customer 1 Customer 2

Before After

3.85%

1.06%

Before After

28.93%

10.95%



13
© 2011 Mariner Partners Inc. All Rights Reserved.

Case Study 2: Network Fault Isolation

ÅBackground:
ïNew Launch of TV Service

ïMultiple Vendors 
(Core, Access, STB, Middleware) 
all hands investigating issues

ïHigh level of new customer 
complaints

ÅHow STB Monitoring Helped
ïEngaged and completed install in 

1 week (Remotely)

ï Identified most issues Originating 
from one Edge Router Port

ï Isolated to Access Node Uplink
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Case Study 3: Change Management

ÅBackground:
ïIPTV Configuration Changes 

are happening daily

ÅHow STB Monitoring Helped
ï3:00 am: Maintenance 

Window begins
ï3:15 am: Upgrade Encoder 

with new Firmware
ï3:30 am: STBs tuned to 

channels sourced by Encoder 
report errors

ï3:45 am: Firmware change 
backed out
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BEK Communications

BEK Communications Cooperative - Steele, North Dakota 

ÅVoice, data and video services to 5,500 households in 
south-central North Dakota 

ÅBEKTV packages include more than 300 digital 
channels,  50 high definition (HD) channels, Digital 
Video Recording (DVR), Pause-to-Live TV and On-screen
Caller ID

ÅBEKTV features exclusive hometown programming 
with BEK Sports, BEK Life, BEK Local Weather and 
BEK Bulletin Board channels

Åwww.bektel.com
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BEK Communications
Insights 

Video History:  

ÅA major cable company in .9YΩǎarea began to 
compete with comparable services

ïBEK made the decision in 2005 to launch IP video

ïVideo was deployed in 2007 to nearly 50% of 
.9YΩǎmembership

ÅLocal content gave BEK the competitive edge 
needed to gain market share
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BEK Communications
Insights 

What is out there?

ÅBEK was looking for a service to add improved 
insight into local programming as well as the 
technical insight to the actual delivery of the 
content
ïMiddleware does not have the technical ability to 

provide this type of feedback

ï!ŎŎŜǎǎ ǇƭŀǘŦƻǊƳǎ ǘȅǇƛŎŀƭƭȅ ŘƻƴΩǘ ƎƛǾŜ ȅƻǳ ǘƘŜ ƛƴǎƛƎƘǘ ǘƻ 
the application

ï??WHAT IS OUT THERE??
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BEK Communications
Insights 

Why Mariner?

ÅBEK wanted more intelligence from the STB

ÅBEK wanted to be technically proactive 

ÅFuture content contracts

ÅWhat local content is getting the viewership to justify 
creating content
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Effective Service Monitoring

Mariner has found the following critical success factors for

an IPTV deployment:
Å Ownership of the Incident/Problem end to end 

Å First Call Resolution

Å Limit Handoffs ςTier I ςTier IV

Å Create a Knowledge Database

Å Unified Systems ςTicketing, Change, Correlation, Performance

Å Service Description ςMean Time to Repair (MTTR) 4-24-48 hours

Å Change Management ςMaintenance Windows, Limit fingers in the 
network

Å tǊƻŀŎǘƛǾŜ bŜǘǿƻǊƪ !ƴŀƭȅǎƛǎ  /ŀǇŀŎƛǘȅΣ ¢ƘǊŜǎƘƻƭŘǎΣ [ƻƎƎƛƴƎ QoS/QoE

Å Continual Training


