
A WHITE PAPER

DON’T GET VOTED 
OFF THE INTERNET  
TV ISLAND.
BECOME ITS LEADER.
A DIGITAL SERVICES PLATFORM: 
THE KEY TO TAKING COMMAND



T HE  IN T ER NE T  T V  M A R K E T:  A  R E A L I T Y  SHOW 
OF  I T S  OW N

As the internet TV market continues to develop, it 
is revealing surprising twists and turns much like a 
winner takes all reality show.

Pay TV, satellite, mobile, wireline and OTT providers 
are doing whatever it takes to win ever elusive 
consumer loyalty (including cord resistant customers) 
and even more important, share of voice. But the most 
surprising twist of all? Service providers are forming 
alliances with staunch enemies to increase their 
chances of “survival.”

T HE  B AT T L EGR OUND F OR V IE W ER S H A S  L EF T 
T HE  HOUSE

It’s obvious, there’s a plethora of viewing choices 
beyond the traditional living room TV. 

Incumbent pay TV providers are competing more than 
ever with a multitude of new content providers and 
internet TV subscription options—losing over 3 million 
subscribers last year—while viewership on mobile 
devices has been increasing at a staggering rate. 
Four years ago, ABI Research predicted that by 2019 
the average person will spend 21 hours per month 

watching video on a mobile device. According to US 
Bureau of Labor Statistics, US mobile subscribers have 
already reached this volume of viewing—per week!

With the proliferation and portability of video 
consumption worldwide, consumers have come to 
expect much more from their viewing and purchasing 
experience.

As customer preferences continue to evolve, what 
additional services will providers over to compete 
and level of subscriber losses? What is the next level 
of personalized experiences OTT players will unveil 
to continue to steal market share? What role will à la 
carte, customizable packages or skinny bundles play? 
Who will emerge as the dominate winner and not be 
voted off the island?

The answer is: the consumer!

And in order to compete for consumers, organizations 
must continue to evolve with the ever changing 
digital services market and simplify the internet TV 
experience without increasing the complexity (or the 
infrastructure needed to support it).
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THE WINNING S TR ATEGY FOR CAP TURING 
CONSUMER LOYALT Y AND SPEND

Connected consumers want their video buying and 
viewing experience—whether it’s SVOD, TVOD, EST, 
live linear, live events and more—to be easy, each and 
every time, on any device.

An exceptional consumer experience can make the 
difference between building a long-lasting relationship 
or losing it all together. Providers that can deliver the 
same impeccable experience across all devices and 
delivery channels that consumers have come to expect, 
will capture and retain loyalty and share of wallet.

To proactively take consumers on journeys they 
want to take requires a digital services platform that 
enables organizations to quickly launch, learn from 
and scale digital service offerings.

Today’s offerings have significant new front- and 
back-end functionality. And the flexibility and 
elasticity to stay in step with a market (and customer 
base) that rapidly continues to grow and define itself.

THE NEED FOR SPEED IS CRITICAL .

The new reality of today is that in order to survive  
and thrive in today’s super-competitive world,   
getting to market faster than your competition is 
critical. Being able to deploy a full service internet   
TV program in less than 90 days can be the difference 
between a consumer having your logo on their 
viewing device of choice (whether living room, phone 
or tablet) or your archrivals.

To build or to buy? It’s a no brainer.

Though the delivery of online video itself is 
becoming simpler and more standardized, many 
digital video content providers think implementing a 
simplif ied customer experience is just that…simple. 
Requiring little in the way of sophisticated back-
office platforms or front-end tools that have become 
table-stakes for consumers. But the reality is actually 
quite the opposite.

To authenticate consumers and all of their devices 
while providing a personalized, federated experience 
requires a platform that can easily manage the 
complexity taking place behind the scenes.

When considering a build vs. buy decision, 
organizations tend to take an optimistic view of 
the time, cost and resources required to develop 
a digital services infrastructure that can support 
the requirements necessary to win in this hyper-
competitive market.

Building is a risky investment. Not only can the 
price tag cost upwards of $100 million, according 
to McKinsey, large system transformation programs 
typically overrun their budget by 45 percent and 
deliver 56 percent less value than expected. 

BY 2021,  ONL INE  V IDEO  W IL L  BE  

R E SP ONSIBL E  FOR  F OUR - F IF T HS  

OF  GL OB A L  IN T ER NE T  T R A F FIC .
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With projects like this spanning months—if not 
years—before they are fully live, if ever. And if they do 
become operational, they are out-of-date before the 
end of day one.

You can’t afford to let your competition steal your 
customers.

There’s also significant lost revenue opportunity 
during the year-plus it takes to build. As an example, 
the North American pay TV industry lost 1.6 percent 
of its consumers last year. Meaning, a provider with 
10 million subscribers would lose 160,000 consumers 
(on average) to its competition in that time period. 
With acquisition costs averaging between $300 and 
$500 per customer, the total investment to win back 
customers (aside from gaining new ones) could reach 
$80 million. Not a viable business model in the Digital 
Economy.

Simply put, organizations that choose to build put 
their program at risk before they even get started!

SaaS and cloud platforms. The competitive edge.

In-house platforms cannot anticipate the 
unprecedented rate of change that comes with the 
digital content market. With multiple new devices 
being launched every month SaaS, cloud-based 

platforms enable organizations to keep up with 
the accelerated pace of change through quarterly 
software updates—guaranteeing predictability, 
speed-to-market and agility.

Platforms that run in the public cloud provide a 
differentiated advantage. In addition to data sovereignty, 
increased security, and multi-geographical access 
for operating at faster speeds, public clouds supply 
the shared processing and data resources to scale at 
the levels internet TV providers need to operate. An 
unlimited supply of bandwidth and scalability (think live 
events), takes the guesswork out of required capacity 
and eliminates pre-pay, resulting in substantial savings. 

BEING ABLE TO DEPLOY A FULL-SERVICE 

INTERNET TV PROGRAM IN 90 DAYS OR LESS 

CAN BE THE DIFFERENCE BETWEEN A CONSUMER 

HAVING YOUR LOGO ON THEIR VIEWING DEVICE 

OF CHOICE (WHETHER LIVING ROOM, PHONE OR 

TABLET) OR YOUR ARCHRIVALS.
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Having a fully-hosted and managed platform also 
frees organizations to focus resources and budget on 
executing strategic initiatives, creating an exceptional 
brand image, leveraging existing and growing new 
customer relationships.

For operators—Get future ready…today.

Traditional revenue-generating products and 
services of operators are often tied to legacy 
BSS infrastructure that doesn’t cut it in the digital 
services world, but is still necessary for promoting 
services and monetization opportunities with existing 
customers. Yet ripping out and replacing legacy 
infrastructure for yet-to-be proven digital services is 
low on operator to-do lists.

They must also integrate with legacy systems—bridging 
the old and the new systems—in order to dramatically 
reduce costs (think millions) and enable quick entry 
into the Digital Economy without adding extraordinary 
amounts of time, resources, complexity or cost.

This allows operators to then move subscribers from 
legacy systems to the new platform at their own pace 
while having all the functionality to support a digital 
services program without the added infrastructure.

LOYAL CUS TOMERS IS THE PRIZE

Steadfast customers are critical. Having the right 
digital services platform can make all the difference to 
keeping them…or not.

Capabilities to deliver an evolved customer model that 
yields insight into consumer behavior through a single 
federated identity are a must. Gathering rich data and 
having deep insight into customer preferences, habits 
and history for personalized offerings while at the same 
time, delivering functionality that attracts and builds a 
loyal fan base is vital.

Look for a platform that delivers:

 Advertiser-supported, transaction-based or 
subscription models

 The ability to bundle movies and other 
internet TV service offerings based on 
consumer preferences and usage history

 Slicing and dicing of service offerings any way 
possible by defining and selling content titles 
independent of subscriptions…and across 
device ecosystems

 Audience measurement tools and 
recommendation engine for intelligent 
merchandising approaches rooted in consumer 
behavior insights to increase sell-through 
rates on offers, upsells and special deals

 A robust content catalog to manage and 
maintain inventory for easy access, search  
and purchase capabilities

 Management of identity, digital lockers 
and eWallets in real time across all devices 
brought to the ecosystem

 Support for any monetization scheme, 
including monthly bill, credit card, coupon, 
loyalty and more

No question: Providers that can serve individual 
consumers on their terms are the ones that consumers 
choose to spend their money with.
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PARTNERSHIPS MAT TER A LOT!

Partnerships are becoming increasingly key to 
internet TV market success. Consumers are expecting 
to obtain, view and interact with their video content 
and services in one place and a service provider 
being able to monetize those services depends on 
providing them.

Comprehensive partner management and 
settlement capabilities, order management for 
simplifying complex ordering of traditional service 
and convergent billing are critical to enabling any 
business model. This same experience should extend 
to new external partners.

IN A NUTSHELL

Internet TV continues to evolve at an ever-accelerating 
pace. With new competitors entering the marketplace 
every day and customers quick to choose from a 
wide range of other providers and take their dollars 
elsewhere, success depends on remaining agile 
across all fronts—from the services offered, to 
consumer and partner experiences, to how digital 
services are supported.

Having the right tools to deliver an exceptional 
consumer experience and leverage existing customer 
relationships, drives brand loyalty and profitable, 
long-term relationships that strengthen bottom lines. 
Choosing to implement a flexible digital services 
platform provides a distinct advantage.

ABOUT CSG 
For more than 35 years, CSG has simplified the complexity of business, delivering innovative customer engagement 
solutions that help companies acquire, monetize, engage and retain customers. Operating across more than 120 
countries worldwide, CSG manages billions of critical customer interactions annually, and its award-winning suite 
of software and services allow companies across dozens of industries to tackle their biggest business challenges 
and thrive in an ever-changing marketplace. CSG is the trusted partner for driving digital innovation for hundreds of 
leading global brands, including AT&T, Charter Communications, Comcast, DISH, Eastlink, Formula One, iflix, 
Maximus, MTN and Telstra. To learn more, visit our website at csgi.com and connect with us on LinkedIn, Twitter 
and Facebook.
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