Using E2E experimentation to eliminate customer
frustration



Sky at a glance

 We've been transforming the media
and entertainment industry over the

past 30 years

 We're in 7 countries, reaching over
120 million people across Europe

Germany & Austria

. Switzerland

 Over 31,000 colleagues
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here used to be 7 product teams to support
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low there are 18!
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low there are 18!
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Team Team Team Team Team Team Team Team Team Team Team Team Team LCE Team Team Team Team

Sky Assistant Order Triple Play bill, SMP

Tracking, Statement, Bill Hub .
OneHelp Gatekeeper Mobile Bill Mes;i;glsng &
Sky Services
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ow there are 18!

Product
Team

Each Product Team includes:

Product Manager
Business Analyst
UX/UI Designer
Developers

QA Tester
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Primary
metric

Reducing the number of calls
to the contact centre

Sky Services
Experimentation
Team




ky Services Experimentation Programme Today

* Culture: Embraced across teams and leadership
* Workflow: Testing is embedded in how we build
* Approach: 80% of tests are server-side

* Decisions: Driven by data and insights
 Validation: All results verified by Finance

* Transparency: Learnings shared business-wide

* Impact: 40% test win rate
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xperiment Example

Hypothesis: We'll be testing whether
Generative Al in our IVR can enable
customers to speak naturally, helping route
calls to the right skill type first time.

Our goal:

&

Reduce transfers
Time on phone
Customer NPS

Control Variation
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Sky Services Experimentation Programme Today
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the Problem?




Experiences across our journeys feel fragmented.
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You can’t remove a TV Pack online... but the

search suggests you can

T« BT Email o ® 13:22

(. https://www.sky.com/hub/tv?dr=s { x

sky &

SKY CINEMA NOW INCLUDES PARAMOUNT + AT NO

EXTRA COST

Broadband Mobile

Hello, Maureen Andrea

sky atiantic
» New Blood Qzark. Senes 4
(1) Sky Signature (7) Ultimate TV Add on
In contract until

14/09/2023

S

<

Discover our best deals

Settings product
team

"« BT Emall s = <4BTEmall w =

[« BT Email wi' & ® 18:22 .-

i
’ 2 https://www.sky.com/help/fhome [ x)

How can we help? Glass

€1 https://www.sky.com/help/search & 1 https://www.sky.com/help/articles

How to use Netflix on Sky Q and Sky
Love seeing the latest

matches, movies and more?
Fixing problems with Netflix Take a look at the latest offers

[P i ¢e changes to you
Find out how to get your Netfiix up and and make changes to your

running on Sky TV

Remove not|
package online, in the My Sky app

or using your Sky remote. Press

x the Home button, keep pressing
Change your Streaming TV package Chon SRR
. down to get to the bottom of the
Sky VIP is your free loyalty ;

nragrammeae

Add or remove TV packages with Sky

< Home screen and select My Sky,
Glass or Sky Stream. See the latest offers ¥ .

then Shop

Add or remove a TV pack

Sky Ultimate TV subscription required.

and make changes online or on the My

Sky app.

Remove a device from your Google
account

Instructions on what to do if your mobile

device 1s locked to your Google

Z X cvbnmgEs @

nove a device from Find My iPhone or

123 @ O space return

OneHelp product OneHelp product

team

Search

product team team

The user ends right back at the start!

[ < BT Email w'

sky
SKY CINEMA NOW INCLUDES PARAMOUNT + AT NO
EXTRA COST

Broadband Mobile

Hello, Maureen Andrea

sky atlantic

Dexter. New Blood Ozark: Senes 4

(i) Sky Signature (D) Ultimate TV Add on

In contract until
14/09/2023

Jiscover our best deals

S
<

Settings product
team




Disjointed journeys are worse kind of customer
problem.
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Product
Team 1

To help support

¢ gsocial distancing:

PLEASE USE
THIS PAVEMENT
TO CROSS THE
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News » Cambridge News » Cambridgeshire County Council

'Madness’ on Mill Road as contradictory signs prompt
safety concerns

, FooTway [§/ Product

L Crosen I Ra 1S Team 2
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Product
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Now imagine each

team was
optimising this T’-I.;A;
1 . . o he p.suppo'
journey in verticals g
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'BRIDGE
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V1: Different colour sign!

V2: Change the positioning so it’s
at eye height

| Tonelp support
PrOd UCt o SOCial distanc"‘] ¢
Team 1 PLEASE USE
THIS PAVEMENT
. T0 CROSS THE &
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V1: Change text to “Footpath
closed”

V2: Give a reason why it’s closed
and for how long

Product
Team 2




None of these
address the

u n d 1 I: o help suppo
e r | yl n g = s.:m:‘allgist;:,cil;lt ‘
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What if we all worked together?
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Instead:

V1: Change yellow
signage to say use the
other pavement

.{:OOTWAY '

To help suppqrt
' gocial distancingig

V2: Add a temporary
crossing so that people
can safely cross to the
other side




And the same thing is true for the ‘removing a TV
package’ journey
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Verticalised teams & unconnected platforms cause
havoc for the customer journey
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Customer journeys are horizontal

Homepage My account Help articles Chat bot

s & 0 N @
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And often messy...

®-0-0-0

Homepage Chatbot Help article Chatbot

@4—@«-@4—6

Chatbot

Help article My account
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The solution?

End-to-end technology Ways of working Analytics
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End-to-end technology




Original Optimizely Implementation

Platform Specific SDKs No cross-channel capability

L

* Separate SDKs implemented across our
technology stack

* Teams managed their own integrations
independently

* No unified approach to experimentation setup
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X

* Experiments were confined to individual
applications

* Could not track user journeys across channels

* Disjointed understanding of customer
experience



Global Experimentation Microserver

Introducing new platform Enabling Horizontal Experimentation

T,

* A single, centrally managed experimentation layer
 Standardised integration across all platforms

* Unified governance and consistent implementation
across all channels

* Installing into new non digital channels.
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* Vertical: Enables testing within a single product or
platform

* Horizontal: Supports experimentation across
customer journeys and touchpoints

* Scalable, enterprise-grade experimentation
framework



of working




From Channel to Journeys

Channel Centric Mindset Intent Led product thinking

* PMs focused solely on their platform (e.g.,
Billing on Sky.com)

* Limited ownership of customer journeys
across platforms

* Fragmented and inconsistent customer
experiences
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* PMs own customer intent, not just the
channel (e.g., “Pay My Bill” across all
touchpoints)

 Looking at end-to-end journeys across web,
app, and call centres

* Ensuring consistent, seamless experiences
regardless of channel
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Analytics




Connecting Digital and Contact
Centre Insights

Customer
Feedback

Operation
metrics

Voice
Channel

Every experiment can be tied back to operational impact

Digital
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Technology
Challenges so far

Tech built in verticals
Maturity of tech is different
Tech teams in separate departments

Politics

Introducing experimentation to new areas
Who gets the business benefit
Who is accountable for what

Ways of working

This changes the fundamental way that Sky works,
product, tech, data

Bringing multiple teams together

Aligning KPIs
Aligning resource
Different visions and strategies
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Empowering Sky to create successful,
customer focussed, end-to-end journeys



Summary

Experimentation focussed on customer intent, not product
verticals

a LGet the technical foundations in place

e LCollaborate! Don’t keep experimentation to yourself
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