
 Speccing a new feature for TataSky 

 Goal:  Our  goal  for  this  document  is  to  spec  for  a  new  feature  on  the  TataSky  mobile 
 application,  i.e.,  introducing  a  one-tap  Start  &  Stop  button  to  resume  and  pause  user 
 D2H connections. 

 Why do we need it? 

 Present  System:  To  temporarily  pause  a  TataSky  connection,  the  user  has  to  call  the 
 customer  care  to  get  the  job  done.  On  the  other  hand,  to  resume  the  connection  the 
 user  has  to  do  the  same  or  has  to  drop  a  call  on  a  given  number  and  cut  it  as  soon  as  it 
 rings, which doesn’t solve the purpose most of the time. 

 Proposed  System:  To  temporarily  pause  a  TataSky  connection,  the  user  has  to  open  the 
 TataSky  mobile  application/website  &  tap  on  the  Start/Stop  button  to  resume/pause 
 their D2H connection. 

 Data Analysis: 
 1.  Usage of the application 
 ●  97% of TataSky D2H customers are smartphone users. 
 ●  Over  80%  of  TataSky  active  D2H  users  use  the  TataSky  mobile  application  and/or 

 the website. 
 ●  85%  of  active  D2H  users  recharge  their  connection  via  the  TataSky 

 application/website or any other payment services application. 

 2. Customer Feedback 
 ●  27%  of  customer  care  calls  are  due  to  temporary  termination/renewal  of  D2H 

 connections (which is the largest chunk of the Pie!). 
 ●  Monthly  3%  of  total  active  D2H  users  report  the  unavailability  of  this  feature  to 

 customer care executives. 
 ●  MoM this number is increasing by 7% for the last 4 months. 



 Competition Parity: 
 ●  With  the  boom  in  OTT  platforms  &  various  head  to  head  competitors  like  JioTV  & 

 AirtelTV - the competition has become cut-throat. 
 ●  As  all  the  head  2  head  competitors  are  providing  the  same  final  result,  there  is 

 very less to play with. 
 ●  Thus,  a  seamless  application  which  makes  the  consumers  life  easy  by  reducing 

 the  cognitive  load  is  a  must  needed  feature  apart  from  improvement  in  UI/UX  of 
 the platform. 

 Why build this feature over all other features in our backlog? 

 To  quantify  the  depth  and  opportunities  of  all  the  problems  in  hand,  we  have  calculated 
 the  Opportunity  Score  (OS).  The  problems  with  OS  >  10  are  considered  to  be  prioritised 
 and are highlighted in yellow. 

 Opportunity Score = [Importance + max{ (Importance-Satisfaction), 0 }] 

 Category  Problem 
 Importance 

 (10)  Satisfaction (10) 
 Opportunity [ I + 

 max{(I-S),0}] 

 Application Usability 

 The user is unable to view the 
 subscribed channels even after 

 multiple scrolls on the homepage. 
 7  5  9 

 While using the app, the user comes 
 across Cricket at every phase on the 

 app. 
 7  4  10 

 The “My Box” feature has the same 
 look & feel as of the television set 

 which makes it extremely difficult for 
 the user to comprehend. 

 6  4  8 

 The “Made For You” feature seems 
 like a bluff after opening as it 

 promotes another the Tata Sky 
 application & offers (tie ups with 

 other applications). 

 7  4  10 

 Temporary termination of connection 
 is unavailable on the application. 
 Thus, compelling the user to call 

 9  3  15 



 customer care for the same. 

 Activation of connection is also 
 unavailable on the application, thus, 
 compelling the user to call customer 

 care for the same. 

 9  3  15 

 Even after multiple usage of the 
 application, the app fails to 
 recommend the user the 

 channels/shows the user likes to 
 watch. 

 5  6  5 

 Payments 

 The user has to call Tata Sky CC as 
 they automatically cancel recharges 

 and refund the pending amount 
 9  2  16 

 The user is redirected to multiple 
 other pages while editing selected 
 channels to view and subsequently 

 recharge their account, thus, creating 
 browsing fatigue. 

 8  3  13 

 In the case where the user has 2 
 connections - Primary & Secondary - 
 but only wants to use one of them, a 
 special request has to be made only 

 via phone call to the customer care to 
 terminate one of them temporarily & 

 vice versa. 

 6  5  7 

 The user is only able to recharge 
 their connections when both the Set 

 Top Boxes are switched on, 
 otherwise the recharges are not 

 successful via the application. 

 9  2  16 

 While making payments, there is no 
 option where the user can view the 
 channels they have subscribed to, 

 the user has to go all the way back to 
 view the same. 

 7  4  10 

 One tap payment option is missing.  6  6  6 



 Further,  as  we  have  noted  the  problems  with  high  OS,  i.e.,  the  problems  which  require 
 greater attention. Let’s now ideate solutions for the problems. 

 Problem  OS  Solution 

 Temporary  termination  of  connection  is 
 unavailable  on  the  application.  Thus, 
 compelling  the  user  to  call  customer  care  for 
 the same. 

 15  Availability  of  1  click  button  on  the  application  -  for 
 eg.  on  various  OTT  platforms  -  to  Start  &  Stop  the 
 service as per the user’s convenience. 

 Activation  of  connection  is  also  unavailable  on 
 the  application,  thus,  compelling  the  user  to 
 call customer care for the same. 

 15  Availability  of  1  click  button  on  the  application  -  for 
 eg.  on  various  OTT  platforms  -  to  Start  &  Stop  the 
 service as per the user’s convenience. 

 The  user  has  to  call  Tata  Sky  CC  as  they 
 automatically  cancel  recharges  and  refund  the 
 pending amount. 

 16  Installation  of  a  tracker  at  the  back  end  to  monitor 
 reversal  of  payments  to  customers.  The  tracker  shall 
 run  every  hour  to  check  whether  payments  have 
 been  reversed,  if  so  shall  notify  Tata  Sky  executives 
 for  necessary  action  while  notifying  the  user  that  Tata 
 Sky is already on it. 

 The  user  is  redirected  to  multiple  other  pages 
 while  editing  selected  channels  to  view  and 
 subsequently  recharge  their  account,  thus, 
 creating browsing fatigue. 

 13  Creating  an  integrated  page  for  all  the  channels  while 
 having  categories  &  subcategories  for  Genres  and 
 Languages,  where  users  can  select  as  well  as  drop 
 channels. 

 The  user  is  only  able  to  recharge  their 
 connections  when  both  the  Set  Top  Boxes  are 
 switched  on,  otherwise  the  recharges  are  not 
 successful via the application. 

 16  The  users  should  have  the  facility  to  recharge  their 
 connection without switching on the Set Top Box. 

 Now  that  we  have  ideated  solutions  for  the  high  priority  problems,  let  us  move  forward 
 &  use  the  RICE  Framework  to  determine  which  Solutions  are  going  to  be  most  Impactful 
 requiring  less  effort.  This  shall  help  us  understand  that  the  solutions/solutions  to  solve 
 the most important problem is a good trade off or not. 

 Reach  : Potential percentage of users this solution  will have an impact on. 

 Impact  : 1- Low ; 2- Medium ;  3- High ; 

 Confidence  : 50%- Low ; 80% - Medium ; 100%- High 

 Effort  in man months : 0.5 for low effort, 1 for medium  effort, 2 for high effort solutions. 

 RICE Score as = Reach * Impact * Confidence /Effort 



 Solutions  Reach 
 (R) 

 Impact 
 (I) 

 Confidenc 
 e (C) 

 Effort 
 (E) 

 RICE 
 Score 

 1.  Availability  of  1  click  button  on  the  application  - 
 for  eg.  on  various  OTT  platforms  -  to  to  Start  & 
 Stop the service as per the user’s convenience. 

 70  3  100%  0.5  420 

 2.  Availability  of  1  click  button  on  the  application  - 
 for  eg.  on  various  OTT  platforms  -  to  to  Start  & 
 Stop the service as per the user’s convenience. 

 70  3  100%  0.5  420 

 3.  Installation  of  a  tracker  at  the  back  end  to 
 monitor  reversal  of  payments  to  customers.  The 
 tracker  shall  run  every  hour  to  check  whether 
 payments  have  been  reversed,  if  so  shall  notify 
 Tata  Sky  executives  for  necessary  action  while 
 notifying the user that Tata Sky is already on it. 

 10  3  80%  1.5  16 

 4.  Creating  an  integrated  page  for  all  the  channels 
 while  having  categories  &  subcategories  for 
 Genres  and  Languages,  where  users  can  select 
 as well as drop channels. 

 90  2  80%  1  144 

 5.  The  users  should  have  the  facility  to  recharge 
 their  connection  without  switching  on  the  Set 
 Top Box. 

 100  3  100%  1  300 

 Justification to the RICE Framework scores 

 Solutions  RICE Score Justifications 

 1.  Availability  of  1  click  button  on  the 
 application  -  for  eg.  on  various  OTT  platforms 
 -  to  Start  &  Stop  the  service  as  per  the  user’s 
 convenience. 

 R  -  70:  Most  of  the  tech  savvy  users  or  someone  at 
 home  shall  be  able  to  operate  it,  the  rest  shall 
 continue to follow the old process. 
 I  -  High:  It  is  a  high  impact  solution  as  customers  shall 
 not  have  to  call  CC  each  time  to  start  &  stop  the 
 service. 
 C  -  High:  As  it  is  a  tried  &  tested  method  on  various 
 OTT platforms. 



 E  -  Low:  The  development  team  has  to  insert  the  start 
 &  stop  feature  onto  the  payments  page,  also, 
 including  various  stakeholders  like  the  Operations  & 
 Design team. 

 2.  Availability  of  1  click  button  on  the 
 application  -  for  eg.  on  various  OTT  platforms 
 -  to  to  Start  &  Stop  the  service  as  per  the 
 user’s convenience. 

 R  -  70:  Most  of  the  tech  savvy  users  or  someone  at 
 home  shall  be  able  to  operate  it,  the  rest  shall 
 continue to follow the old process. 
 I  -  High:  It  is  a  high  impact  solution  as  customers  shall 
 not  have  to  call  CC  each  time  to  start  &  stop  the 
 service. 
 C  -  High:  As  it  is  a  tried  &  tested  method  on  various 
 OTT platforms. 
 E  -  Low:  The  development  team  has  to  insert  the  start 
 &  stop  feature  onto  the  payments  page,  also, 
 including  various  stakeholders  like  the  Operations  & 
 Design team. 

 3.  Installation  of  a  tracker  at  the  back  end  to 
 monitor  reversal  of  payments  to  customers. 
 The  tracker  shall  run  every  hour  to  check 
 whether  payments  have  been  reversed,  if  so 
 shall  notify  Tata  Sky  executives  for  necessary 
 action  while  notifying  the  user  that  Tata  Sky 
 is already on it. 

 R  -  10:  The  reach  is  low  as  the  problem  is  faced  by 
 very few individuals. 
 I  -  High:  As  it  shall  completely  solve  the  problem  & 
 shall  ensure  that  customers  do  not  have  CC  multiple 
 times. 
 C  -  Medium:  As  multiple  other  apps  have  trackers  to 
 track  payments  as  well  reversals  but  customers  can 
 be impatient & directly call CC. 
 E  -  Medium:  Post  development,  testing  of  the  full 
 fledged  payment  system  with  tracker  shall  take  time. 
 Also, multiple bugs can pop-up. 

 4.  Creating  an  integrated  page  for  all  the 
 channels  while  having  categories  & 
 subcategories  for  Genres  and  Languages, 
 where  users  can  select  as  well  as  drop 
 channels. 

 R  -  90:  Majority  people  then  shall  use  the  application 
 to  add  &  drop  channels.  Some  people  shall  continue 
 to call CC to do the same. 
 I  -  Medium:  Overall,  people  do  not  add/drop  channels 
 every  now  and  then  but  when  they  do  it  shall  be  really 
 handy. 
 C  -  Medium:  Some  people  shall  have  problems  using 
 the function initially and might take help from CC. 
 E-  Medium:  Apart  from  development  of  the  categories 
 page,  other  stakeholders  like  the  Design  team  shall 
 also be involved. 

 5.  The  users  should  have  the  facility  to  recharge 
 their  connection  without  switching  on  the  Set 
 Top Box. 

 R - 100: This feature shall benefit each & every user. 
 I  -  High:  It’ll  have  a  high  impact  as  it’s  inconvenient  for 
 users  to  switch  on  Set  top  box  every  time  they  have  to 



 recharge  their  subscription.  They  can  now  do  it 
 remotely from anywhere. 
 C  -  High:  This  feature  shall  nullify  the  problem  of 
 physical  presence  of  the  user  near  the  set  top  box 
 while recharging. 
 E  -  Medium:  As  the  present  system  is  a  mix  of 
 hardware  &  software  thus,  inculcating  the  new 
 software  only  system  for  payments  &  verification  shall 
 take time. 

 Thus,  with  the  help  of  the  above  prioritisation  techniques,  we  believe  that  the  one-tap 
 Start/Stop feature is required above all the backlog features in our hand at the moment. 

 Success Metrics: 
 ●  Pre feature discovery A/B Testing (after 1 week): 

 1.  %age  of  people  using  the  calling  feature  v/s  %age  of  people  using  the 
 in-app button. 

 ●  Post feature discovery A/B Testing (after 2 months): 
 1.  %age  of  people  using  the  calling  feature  v/s  %age  of  people  using  in-app 

 button. 
 ●  The  MoM  %age  change  in  the  number  of  users  using  the  feature  shall  determine 

 the success of the proposed feature. 

 User Stories: 
 ●  As  a  user,  I  would  like  to  have  a  1-click  in-app  button  to  Start/Stop  my  TataSky 

 D2H services. 
 ●  As  a  user,  I  would  like  to  have  the  same  billing  cycle  even  with  this  new  feature, 

 i.e.,  If  I  Stop/Pause  the  connection  today,  I  shall  be  billed  for  today  and/or  if  I 
 Resume/Start from today - I shall be billed for today. 

 ●  As  a  user,  I  would  like  to  temporarily  pause  my  only  D2H  connection  using  the 
 application/website. 

 ●  As  a  user,  I  would  like  to  resume  my  only  D2H  connection  using  the 
 application/website. 

 ●  As  a  user,  I  would  like  to  temporarily  pause  my  Primary  as  well  as  Secondary  D2H 
 connections using the application/website. 

 ●  As  a  user,  I  would  like  to  resume  my  Primary  as  well  as  Secondary  D2H 
 connections using the application/website. 

 ●  As  a  user,  I  would  like  to  resume  my  Primary/Secondary  connection  but  not  my 
 Secondary/Primary connection respectively using the application/website. 



 ●  As  a  user,  I  would  like  to  temporarily  pause  my  Secondary  connection  &  not  my 
 Primary connection using the application/website. 

 ●  As  a  user,  I  would  like  to  resume  my  Secondary  connection  &  not  my  Primary 
 connection using the application/website. 

 DACI 

 Decision  Driver(D)  Approver(A)  Contributors(C)  Informed(I) 

 We have decided to launch 
 the feature only on the 
 application first as it drives 
 30% more traffic than the 
 website. 

 Arindam  Arindam’s boss 
 (Note: In some 
 cases it can be 
 Arindam 
 himself or 
 some external 
 stakeholder. 
 Depends on 
 who is the 
 owner of this 
 decision) 

 <Add relevant 
 people who 
 contributed to 
 this decision 
 here> 

 <Add relevant 
 people who 
 have been 
 informed 
 about this 
 decision here> 

 <Add other important decisions taken here> 

 Product Requirements (THE WHAT!) 

 ●  Location  of  the  feature  -  The  location  of  the  feature  should  be  easy  to  find  i.e.,  in 
 the  Settings  page  and/or  on  the  drop  down  which  shows  the  remaining  balance 
 of the TataSky account. 

 ●  The  Process  -  Once  the  user  has  reached  the  one-tap  button,  the  user  further 
 clicks on the button Resume/Pause the connection/connections. 

 ●  The  Process  -  In  case  of  a  single  connection,  the  application  reconfirms  the  action 
 &  as  the  user  agrees  to  it  -  the  application  executes  the  user’s  operation  &  let’s 
 the  user  know  regarding  remaining/outstanding  balance  as  well  as  the  deduction 
 for the day. 

 ●  The  Process  -  In  case  of  a  dual  connection,  the  application  first  asks  which/both 
 connection/connections  the  user  wants  to  resume/pause.  Post  reconfirmation  of 



 the  action  &  as  the  user  agrees  to  it  -  the  application  executes  the  user’s 
 operation  &  lets  the  user  know  regarding  remaining/outstanding  balance  as  well 
 as the deduction for the day. 

 How do we educate customers about this feature? 

 ●  Directing  customer  care  executives  to  guide  the  users  calling  with  the  mentioned 
 problem with proposed in-app solution. 

 ●  Animated guidelines on the application. 

 Configurability  : This feature should be configurable  based on 
 ●  Account IDs 
 ●  Connections IDs 
 ●  Location 
 ●  OS 
 ●  Device 

 Roll Out Plan: 
 ●  Phase 1 

 -  Alpha on 17th Apr. 
 -  Beta on 27th Apr provided there are no major bugs or concerns in Alpha. 
 -  Will launch on Prod as an experiment on 5th May. 

 ●  Phase 2 
 -  Alpha on 15th May. 
 -  Beta on 22nd May provided there are no major bugs or concerns in Alpha. 
 -  Will launch on Prod after we have results on Phase 1 experiment results. 

 ●  Phase 3 
 -  Alpha on 10th June. 
 -  Beta  on  22nd  June  provided  there  are  no  major  bugs  or  concerns  in 

 Alpha. 
 -  Prod on 29th Jun. 


