
ACTIONCONSIDERATIONAWARENESS SUPPORT RETENTION FEEDBACK

Pain Points and Highlights - By Segment

♥ ♥

⚡

♥ ♥ ♥ ♥

⚡⚡ ⚡

⚡ ⚡⚡

Frequent shopping 
at Tesco increases 
opportunities for 
engagement. 

Prospective 
customers often 
assume blinkbox is a 
subscription service 
like Netflix.

No trial option, 
expensive to buy.
Services like Netflix and 
iPlayer are more suitable 
for entertaining kids.

No trial option, 
expensive to buy.
£5 offer downgraded to 
‘Watch first movie for £1’ 
(£3.49 credit).

No account sharing 
options, parental 
control only available 
on Xbox and 
Windows 8 apps.

Can’t browse 
and buy via 
the iPad 
native app.

blinkbox is an 
affordable alternative 
to a movie night at 
the cinema with the 
whole family and is 
available on a wide 
selection of devices.

♥
Browsing and 
payments optimised 
for mobile and tablet 
browsing.

Extra points a good 
incentive due to high 
CC penetration.

♥

New payment gateway set 
to reduce AVS failures 
(but increases fraud risk).

Little induction 
to the service 
and no sign up 
via native apps.

⚡

Low visibility of 
special offers on 
native apps, credit 
and vouchers not 
supported on Xbox.

⚡

Error messages 
unclear when 
customers 
experience payment 
issues due to AVS 
validation. 

Limited access to 
support via native 
apps, no phone 
support.

Better organised 
support area on the 
site, vastly improved 
response and 
resolution times.

Avg of 13 purchases 
in the past 12 
months, 37% email 
opening rate.

Highest participation 
in product feedback 
surveys.

⚡

bMM offer 
replaced by ‘Movie 
of the Week’ and 
‘TV of the week’.

♥ ♥

⚡ ⚡

♥ ♥

⚡⚡ ⚡ ⚡
Strong 
competition 
for adwords on 
top content 
from other 
VOD services.

Recent ATL 
campaigns 
focused more on 
content than 
range of devices 
on which the 
service is 
available.

Mixed reviews on 
app stores and 
limited description 
of how the service 
works.

£5 offer downgraded 
to ‘Watch first movie 
for £1’ (£3.49 credit).

Lower video and 
audio quality 
than competitors 
(No full HD, no 
5.1 audio).

⚡ ⚡

Rent often not 
available for EDR 
and older titles. 

Legacy app on PS3, 
not available on PS4. 
HD not available on 
tablets, PS3, TV v01. 

blinkbox often seen 
as complementary 
to other subscription 
services, offers more 
recent releases.

Easy to purchase 
content, card 
details can be 
stored for further 
purchases.

♥ ♥
Available in HD on 
Xbox 360/One and 
most recent Smart TV’s. 
Live Gold account no 
longer required.

Avg of 8 
purchases in the 
past 12 months, 
24% email 
opening rate.

No sign up via 
native apps. ⚡⚡

Can’t watch on 
mobile, offline 
(excluding PC) 
or abroad.

Limited access 
to support via 
native apps.

⚡ Low email click 
through rate (4%).

Can rate native apps 
on stores (excluding 
Smart TVs).

Max 
Me-Time

Judy
Juggler

♥♥

⚡

♥

⚡⚡ ⚡

⚡ ⚡

Lowest shopping 
frequency at Tesco. 

More reliant on 
traditional media, less 
interested in VOD 
compared to other 
segments.

Limited info on 
content, no trailers  
and no external 
ratings. 

Extensive back 
catalogue.

♥

blinkbox has a good 
social media 
presence (Facebook, 
Twitter, g+, Blog) 

Highest registration and 
purchase rate on PC (the 
platform with the most 
comprehensive set of features).

♥

More likely to buy content 
than other SEGs, in 
particular single TV 
episodes and boxsets. 

♥

Additional software 
no longer required 
to download on PC.

Search and filters 
make it difficult to 
find less recent 
content in the 
catalogue.

⚡
Less tech savvy than 
other segments, likely to 
be affected by setup and 
usability issues (e.g. 
Silverlight installation).

No phone 
support. ⚡

Lowest avg purchase 
value and frequency.
Lowest engagement 
with marketing emails.

Better organised 
support area on the 
site, vastly improved 
response and 
resolution times.

Low participation in 
product feedback 
surveys.

⚡

♥

⚡ ⚡

⚡ ⚡ ⚡

blinkbox often not on the 
1st search engine result 
pages for popular assets, 
while illegal streaming sites 
are prominently featured.

⚡

Downloads only 
available on PC.

Limited filtering 
and search 
options.

No subscription and 
higher quality 
content compared to 
other VOD services.

Low visibility on 
special offers on 
native apps.

Limited access to 
support via native 
apps, no phone 
support.

⚡
Library and player 
not optimised for 
watching TV series.

♥

Improved knowledge base on 
the site makes it easier to 
solve problems without 
contacting support.

⚡

Low engagement with 
marketing emails.

Lower video and 
audio quality than 
competitors (No full 
HD, no 5.1 audio).

Catherine 
Critic

Freddie
Footloose

Options to leave 
feedback not 
obvious on the 
website.

Improved knowledge base on 
the site makes it easier to 
solve problems without 
contacting support.
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All data updated to Aug 2014 (Week 23-27). Unless differently stated, all variations refer to the previous 4 weeks

iPad sales                     115k
                  - 2.2%

% of overall sales     12.0%
                 - 9%

iPad traffic share           10.4%
on .COM                            - 8.5%

                
New iPad visitors               63k
on .COM                         - 15.7%

iPad conversion             16.0%
rate                                    + 10%              

iPad app installs                9.5k
                                  - 1.0%

                
Avg app rating                      3.1
                                    N/A
                       

iPad support                        421
requests                         - 20.2%

                
Top 3 contact reasons                         
1. Video Stopped (1)
2. Video didn’t start (3)
3. Problems downloading (2)               

Consideration                   3.7%
                                           - 4%
                
Cost per                             £8.35
acquisition                    - 32.1%                  

New visitors                      386k
on .COM:                        - 11.1%

                
Support requests               179
for billing issues          - 16.3%                  

Device Stats Other relevant data

♥

Downloading an 
app from the 
store is a familiar 
process

Low prominence on 
search engines is likely to 
affect all customers, but 
Jugglers and Footlooses 
might be more tempted 
to use pirate sites to save.

On average, 1 in 2 customers 
started using blinkbox via the £1 
promotion. Me-timers have the 
highest participation (58%)    
Jugglers  the lowest (42%). Credit 
offer has recently been 
downgraded from £5 to £3.45.

Billing issues are a             
frequent cause of 
complaint to 
customer care.

Me-Timers and 
Jugglers are more 
likely to use a 
service or make a 
purchase based on 
recommendations. 

⚡⚡

♥

blinkbox often seen 
as complementary to 
other subscription 
services, offers more 
recent releases

Asset pages adapt to 
mobile screens
Expanding panel 
introduces the service 
Prices clearly displayed

♥

Payment 
process is 
straightforward, 
optimised for 
mobile

⏩

Coming Next
Downloads        
on TabletsEasy to sign 

up, pages are 
optimised for 
mobile 
devices

SEO
blinkbox often not on the 
first search engine results 
page, while illegal 
streaming sites are readily 
available.
Strong competition for 
adwords on top content 
from other VOD services.
Most affected SEG

⚡

Missing Feature
Can’t watch offline 
on iPad.
Can’t browse and 
purchase content 
on the app due to 
Apple’s restrictions.
Most affected SEG

⚡ ⚡

Proposition
Customers need to pay 
to try out the service.
Prices often deemed 
too high.
No £1 offer when 
customers select an 
asset first.
Most affected SEG

Touchpoint switch
Can’t watch in 
browser, app 
required. 
Most affected SEG

⚡

Feedback
Very polarised 
reviews on the app 
(most customers rate 
it either 1 or 5 stars).
Buffering and 
playback issues are 
some of the most 
common complaints. 
Most affected SEG

⚡

Proposition
Prospective 
customers often 
assume blinkbox is a 
subscription service 
like Netflix.
Most affected SEG

Usability
Error messages unclear 
when customers 
experience payment 
issues due to AVS 
validation. 
Most affected SEG

♥

New payment 
gateway set to 
reduce AVS 
failures (but 
increases 
fraud risk)

♥ ♥

Jugglers 
often use 
downloaded 
videos to keep 
kids entertained 
while travelling or 
away from home.

• Where can I watch Game 
of Thrones?

• Is it available on a service 
I already use?

• How much does it cost to 
get it elsewhere?

• What is blinkbox?

• What do they do?

• How much does it cost?

• Does it work on iPad?

• Is my connection fast 
enough?

• Why is the buy price so high 
for a digital product?

• Are my payment details 
secure?

• Can I use PayPal?

• Shall I store my payment 
details for next time?

• Can I watch in browser?

• What the app reviews say?

• Can I watch offline? • Will they listen to my 
feedback?

Competitor 
VOD services
Checks if GoT is 
available on 
other VOD 
services (Online 
or TV)

💻▶ blinkbox.com
Library
Purchased series 
is displayed in 
library. A message 
prompts to 
download the 
iPad app to watch

▶
iOS
App store
Enters app 
store password 
and installs app

iOS
App store
Rates the app

Illegal sites
Finds several sites on 
Google that stream 
the show for free

blinkbox.com
Payment
Enters payment 
details

2. Payment

blinkbox iPad App
Library
Signs in to blinkbox, 
finds asset and starts 
watching

▶

Competitor sites
Compares prices 
on different 
services

£
On the tube
Wants to watch an 
episode while 
commuting to work

blinkbox.com 
About pages
Finds out more about 
how blinkbox works

blinkbox.com 
Asset page
Reads more 
information on 
the show and 
selects series



blinkbox.com 
Sign up
Needs to sign up 
before purchase

1. Sign up

Search Engine
Searches “Watch 
Game of Thrones 
online” on Google 
using an iPad

1. Watch a TV show on iPad 
New user wants to watch Game of Thrones on iPad from a convenient and reliable service
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Xbox 360 sales            119k
                  + 19.2%

Xbox One sales             34k
                + 31.4%

% of overall sales     16.1%
(360 + One)                + 8.7%

Xbox 360 app                    1.2M
installs                                  N/A

                
Xbox One app                     N/A
installs                                  N/A

           

Xbox 360 avg                     386k
app rating                            t

                
Xbox One avg                    386k
app rating                            N/A

Xbox support                       328
requests                           - 5.5%

                
Top 3 contact reasons                         
1. Couldn’t login (1)
2. Close my account (13)
3. Video stopped (4)                 

Customers who                  N/A 
redeemed £1 offer            N/A
       

Device Stats Other relevant data

All data updated to Aug 2014 (Week 23-27). Unless differently stated, all variations refer to the previous 4 weeks

♥

HD playback 
supported

♥

Paid Live Gold 
subscription 
no longer 
required

♥ ♥

Purchase process 
is straightforward

App is easy to 
find on the 
store, now 
available for 
Xbox One

Easy to browse, 
search has auto 
completion for 
titles

♥ ♥

Parental control 
and purchase 
restrictions can 
be set from the 
Xbox Dashboard 

♥

Easy to sign up 
via the site on 
desktop, tablet or 
mobile.
£1 offer available 

Proposition
Recent above the 
line campaigns 
focused more on 
range of content 
than devices. 
Most affected SEG

⚡⚡

Platform 
constraints
Can’t use free 
credit, vouchers or 
redeem gift cards.
Most affected SEG

Touchpoint switch
Can’t sign up in app.
Most affected SEG

Usability
No orientation 
back to the app 
after sign up.
Most affected SEG

Usability
Special offers are 
not highlighted in 
native apps. Extra 
benefits like CC 
points or 
merchandising are 
not displayed.
Most affected SEG

⚡

Missing Feature
No Full HD, 5.1 
audio, subtitles.
Most affected SEG

⚡⚡⚡

⚡

Proposition
No explanation 
about how the 
service works within 
the app.             
Most affected SEG

Missing Feature
Limited account 
management 
functionality
No visibility on 
available blinkbox 
credit.
Most affected SEG

⚡

Jugglers and 
Me-Timers are 
the most likely to 
purchase on 
devices other 
than PC/Mac.

1/2 customers 
started using 
blinkbox via the £1 
promotion,  1/10 
with a voucher 
(across all SEGs). 

Inability to use 
vouchers/credit 
forces customers to 
switch to other 
platforms to take 
advantage of 
promotions - 10% of 
Xbox users 
mentioned this 
issue in the console 
survey.

Me-Timers and 
Footlooses are 
the most tech 
focused 
segments - more 
likely to care 
about video and 
audio specs. 

Multiple      
profiles and  
parental controls 
are particularly 
relevant for 
Jugglers.

• What is blinkbox?

• What do they do?

• How much does it cost?

• Can I get it on my Xbox?

• Is the app free?

• How long will it take to 
download?

• Is it available on Xbox One?

• What is the difference 
between rent and buy?

• Can I watch in HD?

• Why do I have to sign up via 
the website?

• Why I can’t use my credit?

• Once I purchase it, is it going 
to stay on my Xbox?

• Where else can I watch? • Can other people make 
purchases with my account?

• Can I prevent kids from 
accessing inappropriate 
content?

💻
On TV
blinkbox Ad
Sees blinkbox Ad on TV, 
interested in additional 
CC points. Looks whether 
there’s an Xbox app


blinkbox.com
Xbox landing page
Signs up and redeems 
£3.49 offer

Xbox App
Payment screen  
Tries to use £3.49 
credit or voucher 

£5

Xbox Dashboard 
Marketplace
Finds and installs the 
blinkbox app on the 
Xbox Marketplace

Xbox App
Sign in screen
Signs in and 
locates the 
movie

Xbox App
Payment screen  
Purchases movie 
using Microsoft 
account     

Xbox App
Catalogue
Browses catalogue and 
finds The LEGO movie. 
Prompted to sign up via 
the website

Xbox App
Player
Watches the movie

Xbox App
Account settings
Wants to setup 
parental control to 
prevent kids from 
making purchases 
or watching 
inappropriate 
content 

2. Watch a new release movie on Xbox
New user wants to watch The LEGO movie on Xbox 360 with family
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Desktop sales              337k
(Win + Mac)                - 3.5%

% of overall sales     35.4%
                - 6.7%

Desktop traffic               59.5%
share on .COM                - 6.6%

                
New Desktop                    234k
visitors on .COM            - 8.5%

            

Desktop                          14.36%
conversion rate             + 8.3%        

PC downloads                    7.4k 
(attempts)                           N/A

Playback requests            N/A 
from abroad                       N/A

Desktop support             1.165
requests                         - 24.9%

                
Top 3 contact reasons                         
1. Problems downloading (3)
2. Silverlight (1)
3. Video didn’t start (2)             

blinkbox Cards                   25k
credit sold                       - 3.8%
                
% of Card credit             21.2%
not redeemed              - 13.1%      
                

Redeem card                      6.4k
page visits (public)     + 41.7%

                
Redeem card page          10.5k
visits (account)           + 12.0%            

Device Stats Other relevant data

All data updated to Aug 2014 (Week 23-27). Unless differently stated, all variations refer to the previous 4 weeks

Increasing 
prominence of 
blinkbox brand in 
Tesco stores

♥♥

Paying with credit 
is straightforward, 
no other payment 
details required

Registered 
customers can 
also redeem 
gift cards from 
dedicated tab 
in the account 
section ♥

Cold start page 
replaced by panel on 
Home, customers now 
get immediate access 
to the catalogue 
before being 
prompted to sign up

♥ ⏩

Coming Next
Download feature 
on Tablets 
(Android and iOS)

⏩

Coming Next
Single Sign On 
across Movies, 
Music and Books 

⚡

Missing feature
UK Internet 
connection required 
to validate license 
before watching 
offline.
Can’t watch abroad.
Most affected SEG

⚡

Missing feature
Can download only 
on PC.
Most affected SEG

Usability
Silverlight plugin 
installation 
required to watch 
online.
Most affected SEG

⚡

Redemption rate
1/3 of the gift card 
credit sold hasn’t 
been spent yet.
Most affected SEG

⚡

Usability
Link to redeem gift 
card at the bottom 
of the page.
Most affected SEG

⚡

In recent testing 
sessions, most 
users looked for 
blinkbox.com 
rather than 
following the 
instructions on 
the card. 

Jugglers and 
Footlooses have 
the highest 
purchase rate 
on devices that 
can be used on 
the go (iPad, 
Android, Mac).

Silverlight 
installation is 
often one of the 
top support 
requests on PC, 
is an issue for 
less tech savvy 
Segments.

⚡

Missing feature
No shared sign in 
details across 
blinkbox services.
Most affected SEG

♥

Additional 
software no longer 
required to 
download the file

Me-Timers             
are 
particularly 
passionate about 
travelling.

Proposition
Rental option often 
not available on EDR 
and older titles.
Most affected SEG

⚡

Interestingly, 
Footlooses        
are more 
likely to buy 
content than 
other segments, 
in particular TV 
episodes and 
boxsets.

• What is blinkbox?

• Do they have a good 
selection of content?

• How many movies/TV 
shows can I purchase 
with my card?

• Is there a subscription?

• Where can I redeem the card 
on their site?

• What details do they want to 
sign up?

• What is the difference 
between buy and rent?

• Why some movies are only 
available to buy?

• Do I get a DVD if I buy?

• Do they have different genres 
of content?

• On which devices can I 
download?

• Why do I need to install this 
software and updates?

• Can I watch while I am 
offline?

• Why can’t I watch?

• How do I fix this?

• Can I get my money back?



blinkbox.com
Catalogue
Browses comedy 
section

💳£

Tesco store
Friend buys
blinkbox card

📥

Windows Desktop
Windows Media Player
Updates WMP and 
watches the movie

Windows Desktop
Abroad
Tries to watch 
downloaded movie, 
but can’t get the 
licence abroad. 

blinkbox.com
Homepage
Learns about the service, 
looks for info on how to 
redeem card


2. Payment...

blinkbox.com
Purchase
Uses credit to 
purchase 
content 



blinkbox.com
Library
Notices that movies 
can be downloaded

Web Browser
Download Manager
Downloads the movie

blinkbox.com
Redeem card page
Prompted to sign 
up and enter card 
code blinkbox.com

Sign in page
Tries to sign in with 
blinkbox Music 
credentials, needs to 
create new username 
and password  

♫

3. Rent movies to watch on PC on the go  
New user receives a gift card and wants to rent some movies to watch on PC while on holiday
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Android tablet               £81
sales                           + 5.2%

% of overall sales       7.5%
              + 2.7%

Android traffic               11.5%  
share on .COM               + 0.3%

                
New Android                       47k     
visitors on .COM            - 9.4%                                   

Android conversion        5.4%
rate                                    - 5.0%                    

Android app installs          39k
                               + 27.8%

                
Avg app rating                      3.7

N/A
                             
                       

Android  support                345
requests                           - 2.3%

                
Top 3 contact reasons                         
1. Video didn’t start (1)
2. Problems downloading (4)
3. Card rejected (10)                     

Total support                    4431
requests (Month)        - 14.7%
                
Avg support 1st                23 m
response  (Month)        + 9.5%                

Device Stats Other relevant data

Avg resolution                  5.7 h
time (Month)               + 26.7%              

All data updated to Aug 2014 (Week 23-27). Unless differently stated, all variations refer to the previous 4 weeks

⏩ ⏩

♥

♥

Email is 
tailored to 
customer 
engagement 
stage

Can purchase  in 
app, vouchers and 
credit supported

♥

Increased support 
capacity
Improved 
response and 
resolution times

♥

Redesigned 
Zendesk with 
better organisation 
of knowledge base 
and clearer articles      

♥

Content info
Only brief synopsis 
provided, no rating, no 
links to director/cast, 
no trailers, no external 
rating (e.g. IMDB).
Most affected SEG

⚡

Support
No real time support,
no phone support,
no quick resolution.
Most affected SEG

⚡

Usability
Unclear error 
messaging.
Limited in-app 
support, users need 
to switch to the site 
for more help.
Most affected SEG

⚡

Performance
License timeout is 
counting down even 
if customers can’t 
watch because of 
playback issues.
Most affected SEG

⚡

Touchpoint Switch 
Helpdesk requires 
email confirmation 
or sign in to submit 
a ticket.
Most affected SEG

⚡

57% of customer 
support requests 
come from Jugglers 
and Critics.Me-Timers and 

Critics are described 
as the segments 
with the most 
specific tastes, more 
likely to look for 
additional 
information about a 
movie/series.

Responsive 
Homepage adapts 
to mobile screens.
Direct link to app 
on Google Play 

Coming Next
Native Mobile app 
(Android and iOS)

Coming Next
Live chat

• Have they fixed the 
streaming issues?

• How much content can I 
watch with my remaining 
credit?

• Can I watch while I am on the 
go?

• Does it work on my Android 
phone too?

• If I purchase a movie, will it 
expire with my credit?

• Why can’t I play the movie?

• How can I fix this?

• Can I get help from the app?

• Why there is no answer to 
this?

• Can I just talk with someone?

•Where is my response?

•How long will it take to get 
help?

Waits
20 minutes

Android Tablet 
Reactivation email
Receives “credit 
expiring” notification 
via email



blinkbox.zendesk.com
Support section
Looks in the FAQs but 
recommended fixes 
don’t solve the issue.
Prompted to contact the 
support team

Google Play
App page 
Installs the app 



Email address 
verification
Receives an email to 
confirm address and 
submits requests 

✉
Email support
Receives an email 
from the support 
team with 
instructions on how 
to solve the problem

✉

£5

Android App
Purchase
Rents movie in app 
using credit

Android App
Library
Selects movie to 
watch

Android App
Player
Starts watching movie, 
but receives an error

▶



AbandonmentAndroid App
Catalogue
Signs in and 
browses 
catalogue

✉

blinkbox.com
Homepage
A message prompts 
to install the Android 
app for a better 
experience 

blinkbox.zendesk.com
Contact form
Fills a form providing 
additional details about 
the issue

✉
⚙

Android Settings
Tries to fix the 
problem

4 . Ask for support on Android tablet
Returning user with Android Tablet wants to give blinkbox another go before credit expires, but has some technical issues
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PS3 sales                       £52k
                  + 6.1%

% of overall sales       5.4%
                 + 3.3%

PS3 app installs                  N/A
                                      N/A

                
Avg app rating                      4.5
                                    N/A
                                   

PS3 support                         182
requests                           - 7.6%

                
Top 3 contact reasons                         
1. Video stopped (1)
2. Receiving CC points (3)
3. Promotion query (27)         

% of Mobile traffic        15.3%
on .COM                            - 7.8%

                
% of sessions with         15.9%                         
Search on .COM             + 6.0%                  

Device Stats Other relevant data

All data updated to Aug 2014 (Week 23-27). Unless differently stated, all variations refer to the previous 4 weeks

Facebook Likes               98.3K
                                               N/A
                
Twitter Followers           15.4K
                                               N/A

Twitter Followers                 1K
                                               N/A                           

♥ ♥

Purchase process 
optimised for 
mobile

Proposition
bMM promotion 
discontinued, 
replaced with 
“Movie of the week”
Most affected SEG

Usability
Search only works 
with exact titles and 
actor/director 
name, no auto 
completion.
Most affected SEG

⚡⚡

Missing Feature
No HD playback on 
PS3 and Smart TVs 
using TV app v1.  
Most affected SEG

⚡

Missing Feature
No in app sign up 
for new customers. 
No PS4 app.
Most affected SEG

⚡

Performance/  
Usability
PS3 app based on 
TV App V01, slower 
and less usable 
compared to apps 
on other platforms. 
Most affected SEG

⚡

Touchpoint switch
Customers need to 
find their way to 
purchased content 
on the app. 
Most affected SEG

⚡

Support
No in app support.
Most affected SEG

⚡

Me-Timers and 
Footlooses are the 
most tech minded 
segments, more 
likely to care 
about the tech 
specs of the 
service.

⏩

Coming Next
PS4 app with HD 
support

8% of Me-Timers 
and Jugglers 
purchase on PS3 vs 
3.5% of other 
segments. 

In a recent 
customer survey, 
20% of customers 
stated they have 
already upgraded 
to a Next Gen 
console. PS4 
came on top of 
preferences.

26% of       
Jugglers have 
used bMM 
codes, 4 times 
more than other 
segments.  Despite the 

extensive        
back catalogue, 
Critics might 
struggle to find 
content they like 
due to limited  
search engine. 

Good social 
media presence 
(Facebook, 
Twitter, g+, Blog) 

• What other movies are on 
offer?

• Where can I find more 
info about them?

• Are movies on offer any 
good?

• Do they have movies from 
Tarantino?

• What are his best films?

• Why can I only buy? • Where can I find the movies 
I just purchased?

• Why the app is slow and 
unresponsive?

• Why the quality is so low for 
HD?

• Why there is so much 
buffering?

• Is it a broadband or service 
issue?

• Can I stream the movie from 
another device?

• How can I get a refund?

Facebook
“Movie of the Week” post
Clicks on link to 
blinkbox.com to get more 
info about the movie

PS3 App
Library
Finds purchased 
movie in the library

Abandonment
Stops watching, 
contacts customer 
service for a refund 

PS3 Dashboard
Launches blinkbox 
app, login details are 
already stored PS3 App

Player
Starts watching the movie, 
but experiences buffering 
and frequent changes in 
video resolution

2. Payment...

blinkbox.com
Purchase
Wants to watch in HD, 
can only buy

iPhone 
IMDB App
Checks movie’s 
ratings  blinkbox.com

Catalogue
Looks for other 
series on offer

🔍

blinkbox.com
Search
Decides to watch 
instead something 
from Tarantino, 
“Pulp Fiction”

5. Rent a movie to watch later on another device
Returning user on iPhone wants to find something to watch later on PS3
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Smart TV &                   198k
STB sales                 + 12.9%

                 
% of overall sales        20.7

                 + 10.1%

Smart TV support               531
requests                         - 13.7%

                
Top 3 contact reasons                         
1. Video stopped (2)
2. Video didn’t start (1)
3. Couldn’t login (3)         

UV redemptions                N/A
                                            N/A

                    

Device Stats Other relevant data

All data updated to Aug 2014 (Week 23-27). Unless differently stated, all variations refer to the previous 4 weeks

♥

⚡

Opportunity to 
engage with 
customers who buy 
on physical supports, 
even if they use 
other retailers

♥ ♥

Once 
UV/blinkbox 
accounts have 
been created, 
further 
redemptions are 
straightforward 

♥

All pages in the 
process adapt to 
mobile screens

♥

blinkbox app is 
preinstalled on 
popular Smart 
TVs models 

♥

Awareness
blinkbox not 
mentioned on leaflet.
Most affected SEG

⚡

Proposition
No incentive to use 
blinkbox to redeem 
vs other retailers.
Most affected SEG

Usability
No visual indicator of 
progress, repeated 
thumbnails for some TV 
shows and no episode 
synopses make it 
difficult to locate the 
last played one.
Most affected SEG

⚡

Usability
Users need to create a 
separate account for 
each service and setup 
two passwords using 
very similar forms.
Most affected SEG

⚡ ⚡

32% of customers 
across all SEGs still 
buy DVDs or Blurays 
at Tesco.

Usability
No UV redemption via 
native apps.
Most affected SEG

Boxsets 
purchases are 
the same across 
al segments 
(5%), but Critics 
and Footloosers 
are more likely 
to buy episodes 
(26% - 27% of 
purchases).

Link to UV 
preferences page 
available on 
blinkbox account 
settings

Usability
Text input can be 
challenging with 
remotes.
Most affected SEG

⚡

HD now available 
on all recent 
Samsung and LG 
TVs (2012 on) 

• What is UV?

• How does it work?

• Where can I watch?

• How is the video quality?

• How do I redeem the 
code?

• Where do I enter the code?

• Why do I need another 
service to watch?

• Which one is the best for me?

• Is there a subscription if I sign 
up to blinkbox?

• Why do I need to create two 
separate accounts?

• Where can I find my UV 
titles?

• Where can I find my show?

• How do I control playback?

• What’s the last episode I’ve 
watched?

• How can I add other people 
to my UV account?

• Do they need to sign up to 
blinkbox too?

Tesco Store
Buys DVD boxset with 
UltraViolet. Finds out 
that it allows to watch 
content on different 
devices, including 
Smart TVs

Samsung TV App 
Library
Starts watching a 
couple of episodes 
per week

UV library  
Sharing
Wants to link other 
family members to 
UV library



💿

DVD box
Leaflet prompts to 
visit uvvu.com to 
redeem code

Samsung TV App v2 
Player

blinkbox.com
UV redeem page
Creates blinkbox 
account, UV 
account and 
authorises link. TV 
show is added to 
blinkbox library

Competitor service  
Uses competitor to 
redeem UV title 

uvvu.com
Enters code. Is 
prompted to 
redeem the TV 
show using a 
partner VOD 
service 

uvvu.com
Sign up
Can create an UV 
library first or do it 
later on blinkbox



Samsung TV App v2 
Library
Finds purchased TV 
show in the library

Samsung TV 
blinkbox App v2
Launches blinkbox TV 
app and signs in

6. Buy physical, get digital  
New user buys a DVD boxset at Tesco and wants to watch on Smart TV using UltraViolet


