
How our activities added value for our stakeholders continued

(1)  The CSAT score is an internally defined customer satisfaction measure based on the aggregation of all key points on the customer journey, weighted in terms of importance to customers.

Our customers are the heartbeat of the business and customer 
centricity is a concept that is embedded in everything we do at 
MultiChoice. The organisation is committed to delivering world-class 
experiences across every touchpoint in the customer journey and 
customer satisfaction metrics are an integral aspect of our key 
performance indicators.

We are constantly looking for ways to meet and exceed customer 
expectations, and value authentic communication and feedback 
from our customers. We have dedicated customer experience teams 
in the countries where we operate which monitor and action customer 
feedback to ensure we prioritise our customers’ needs and provide 
them with a superior experience.

In addition, we strive to delight and retain our customers through 
special offers that run throughout the year, particularly on hardware 
and value-added content services, which enable customers to receive 
even more value for their subscriptions.

Value created for our customers
Delivering value to our customers

78%
CSAT score(1) for DStv  

in South Africa
(FY21: 77%)

73%
CSAT score(1) for DStv  
in the Rest of Africa

(FY21: 72%)

69%
CSAT score(1) for GOtv  

in the Rest of Africa
(FY21: 70%)

“Tell me what, 
when and how to 
pay – connect me 

immediately and give 
me value for  

money”

I PAY

“Know me, 
empower me and 
help me as fast 

as possible”

I GET HELP

“Value me, 
make it exciting 

and keep it 
fresh”

I STAY

“Allow me to 
start, stop 

and continue 
anywhere 
I want”

I RETURN

“Give me 
something relevant, 

anytime and 
anywhere”

I USE

“Make it quick, 
convenient and 

flexible for me to 
join your world”

I JOIN

“Show me a 
world that makes 

me, and the people 
who matter to me, 

happy”

I EXPLORE
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How our activities added value for our stakeholders continued

Pricing and upsell
Our pricing decisions are based on a comprehensive analysis of the dynamics in each 
of our markets. We strive to carefully balance pricing and value perception with the 
reality of our input costs, most notably the cost of content and technology platforms, 
and the influence of fluctuating exchange rates. 

Given the weak consumer environment in many of our markets, we applied active 
pricing measures to ensure competitiveness and add value for our customers. These 
include maintaining price increases broadly in line with inflation across the bulk of our 
markets, or passing below-inflation pricing through in specific market segments that 
struggle with affordability.

We also implemented contract offers and bundled savings to add incremental value 
for our customers, as well as dedicated upsell campaigns to encourage our subscribers 
to get even more from our video entertainment platforms. These initiatives benefit our 
customers while improving activity rates and/or revenue mix in our existing subscriber 
base, independent of price increases.

Content
Content is core to our business and our customers expect nothing less than world-class entertainment from us. This is delivered 
through a well-planned content strategy that provides the right combination of local and international general entertainment and sport, 
and a healthy balance of fresh and library content. We also pay careful attention to ensuring that our customers are aware of the 
exceptional content that is available to them, and that they can easily find the shows they want to watch. This is achieved through 
the efforts of our dedicated content discovery team, coupled with carefully curated channels, our digital programming guide, 
recommendations, on-air promos and social media activity.

This year, SuperSport welcomed the return of live sport post-COVID-19 interruptions and continued to deliver world-class productions 
with a bumper calendar of major local and international sports events. Customers enjoyed a full, action-packed football season, with 
headline events like Euro 2020 and AFCON, and additional major sports events like the Tokyo Olympics, the British and Irish Lions 
rugby tour to South Africa, and several local sports events such as the ‘Rumble in Dar’ boxing in Tanzania.

In addition to our world-class international line-up of shows and movies, we have doubled down on our local 
content strategy by showcasing the best local series, movies and reality TV shows. Several new channels 
were launched, including local content channels like Maningue Magic and Kwenda Magic (for the Porto 
markets) with soap operas, reality shows, telenovelas, comedies and more – all produced in Mozambique 
and Angola. Maisha Magic Movies was also launched, broadcasting the best Ugandan, Tanzanian and 
Kenyan films to our customers.

To ensure easy discovery and exposure to a broader range of content or shows on other packages, 
our customers experienced open windows for multiple channels, and access to preview first episodes 
of new shows, while themed festivals and pop-up channels were made available throughout the year. 
The ‘Step Up’ campaign is another avenue to expose and immerse customers in our amazing sports 

offering, movies and entertainment content on the higher tiers, as it enables customers that have upgraded 
to a higher package to view more content at no additional cost.

In addition, we launched new packages across markets such as GOtv Supa, to enhance customers’ viewing 
experience with more local channels, kids’ content, lifestyle channels and novellas. This package resonated 

very well with our GOtv customers and has reflected 
promising growth since its launch.

DStv POA, launched in Tanzania, combines 
the very best in entertainment from Tanzania 
with high-quality local content to provide 

a truly locally relevant viewing experience. 
The package is Tanzania’s most affordable 
DStv package and prides itself on offering 

the best homegrown on-screen 
entertainment.

PAGES

Refer to page 16 of the full 
annual financial statements for 
the unmodified auditor’s report on 
the group’s consolidated annual 
financial statements.
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How our activities added value for our stakeholders continued

New products and services
Our ongoing ambition is to innovate and launch new 
products and enhanced features for our customers. 
We are focused on driving the uptake of our value-
added services, including the DStv app and Showmax, 
and launching several new services and products to 
provide more value. We often launch new products 
to our South African market first, as we have done with 
our DStv Insurance and DStv Internet services, before 
assessing how best to roll them out to our Rest of 
Africa markets.

We also continue to improve the functionality of the 
DStv app and Showmax platforms to enable a superior 
UI and UX. The Showmax Add to Bill functionality was 
launched across our African markets, which allows 
customers to add the cost of Showmax to their DStv 
bill as an add-on product – simplifying the Showmax 
Join and Pay experience.

Following its successful launch and uptake in 
South Africa, we extended movie bundles via our 
ADD Movies package to the Rest of Africa, offering 
customers more flexibility and control to structure their 
entertainment offerings to suit their needs. Customers 
can bolt on additional movie channels from month 
to month, which gives them a wider variety of movie 
options at an affordable price.

Our Rest of Africa business is working towards the 
launch of DStv as a standalone streaming service 
across our African markets, starting with Kenya. 
Customers will be able to subscribe to and watch 
all channels via the DStv app without a decoder or 
satellite connection.

The DStv app was launched in Mozambique and 
Angola, extending the online DStv streaming capability 
to our Porto markets.

With our ‘Thola Konke. Have it all.’ Premium 
package campaign running in South Africa, we 
took the opportunity to expand it across 12 of our 
Rest of Africa markets. 

Our primary objective is to encourage customers to 
experience the full range of value-added services 
available to them as Premium customers, by 
offering a range of rewards and entertainment 
experiences for being ‘100% Premium’.

We also introduced added value for our new 
customers by offering free installation with the 
purchase of a new DStv bundle in some of our Rest 
of Africa markets. New customers will benefit from 
high-quality installation and onboarding, performed 
by our highly skilled, accredited installers, to 
guarantee an enhanced viewing experience from the 
start of the customer’s journey with DStv.
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How our activities added value for our stakeholders continued

Customer service
In South Africa, we delivered a CSAT score of 78% in FY22, 
which was ahead of our target and prior year score of 77%. 
In the Rest of Africa, we achieved CSAT scores of 73% and 
69% for DStv and GOtv respectively (FY21: 72% and 70%), while 
our digital CSAT score is 76% for both DStv and GOtv. In South 
Africa, we are supplementing our call centre and service centre 
capacity with DStv Express Containers to support customers in 
rural areas, and with our interactive kiosks in shopping malls to 
promote our full customer experience to consumers. In the Rest 
of Africa, our 20 in-bound call centres, 92 MultiChoice branches 
and 2 351 customer service representatives offer many avenues 
to reach and help our customers, along with our self-service 
MyDStv and MyGOtv apps, social media channels, and other 
digital assisted and self-service options. Combined, these drove 
an average of 12m (FY21: 7.9m) monthly customer interactions, 
80% of which were through digital self-service channels 
(FY21: 73%).

We also continue to build our extensive third-party payment 
network across sub-Saharan Africa through integrations with 
35 vendors in South Africa and 167 vendors in the Rest of Africa. 
These include many large retailers, fintech operators, mobile 
network operators and banks, as well as our own digital 
self-service payment platforms that offer customers a simple and 
convenient way to pay their subscriptions online. We increased 
our online payment capabilities outside South Africa to 41 Rest 
of Africa markets and saw significant growth in the adoption 
of our digital payment channels as a result. Total revenue collected 
via our digital channels amounted to ZAR3.4bn across South 
Africa and Rest of Africa, up 43% YoY.

We continued to focus on enhancing customers’ 
experiences during the year. We made significant 
strides in providing them with digital options to find 
content and manage their services with a key focus 
on enriching and expanding our digital enablement 
footprint. Digital adoption continues to grow across 
our sub-Saharan Africa footprint, with our revamped 
websites across our 50 markets, our apps available 
in 48 markets, and WhatsApp self-service launched 
in 13 markets.

We aim to engage customers on the platforms 
they choose and because of this, we enhanced 
our USSD platform in 12 markets, and launched 
our Telegram self-service with payment integration 
in Ethiopia. Customers have a self-service option 
through live chat, enjoy immersive and personalised 
app experiences related to their favourite shows, 
and earn additional value through DStv Rewards.

VALUE CREATED FOR OUR CUSTOMERS

11.6m 
monthly interactions 

across our digital  
self-service platforms 

(+30% YoY)

10m 
active self-service users 

(+37% YoY)
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How our activities added value for our stakeholders continued

We strategically sourced chipsets via auction sourcing to prevent stockout and added a second chipset company to our supply chain. As a result, 
we can now bulk-buy chipsets from a dual supply. We have also qualified other key replacement component suppliers.

Issues raised by customers

Worldwide chipsets shortages
Worldwide chipsets shortages put significant pressure 
on the supply chain.

How these were addressed

Pricing is based on consumer research and local market dynamics and is balanced against input costs, especially the cost of content. We generally 
maintained price increases in line with inflation, but in some instances, where necessitated by specific circumstances, kept prices flat or below 
inflation. We provided value-added services and offers to enhance our value proposition for customers and offered savings through various products, 
including discounted subscription rates on contracts taken out over a fixed period.

Pricing of our packages
Customers expressed a desire for lower prices on packages, 
especially during difficult economic times.

1

2

We continued to innovate in the Media Security and Connected Industries business units:B2B customers
DStv Media Sales provides advertising solutions to MultiChoice’s 
corporate customers in our video entertainment business, and 
we served 1 060 (FY21: 1 066) clients in FY22. Our MultiChoice 
linear pay-TV customer base covers 21.8m economically active 
subscribers and their families and we are able to reach and 
communicate with a broad potential customer base. Our customer 
insights, coupled with our understanding of our advertising clients’ 
brands and marketing needs, enables us to assist our corporate 
customers in growing their businesses without impairing our 
customers’ viewing experience.

Aside from protecting the group’s content and platforms, 
Irdeto provides digital platform cybersecurity services to around 
400 external customers across 77 (FY21: 72) countries, with 
72 customers wins in Media Security in FY22, including four tier-one 
customers like Sky New Zealand and SKY Brazil. Irdeto’s operations 
span video entertainment and video gaming, as well as connected 
industries such as transport, health and infrastructure. We typically 
have a long-term relationship with our corporate customers and 
work closely with them as partners to ensure that we provide them 
with the most appropriate, cutting-edge technology solutions to 
solve their evolving security needs.

VALUE CREATED FOR OUR CUSTOMERS

Irdeto Server Side Ad Insertion, a dynamic ad insertion solution that delivers targeted advertisements to high-quality video content in 
a buffer-less viewing experience thereby maximising the value of premium advertising inventory at scale.

Irdeto RDK Hybrid Stack, the first solution in the market to provide a deterministic deployment approach, by offering pre-integrated, 
pre-tested and pre-certified security and support for linear pay-TV operators deploying an OTT or hybrid satellite RDK-V-based service.

Irdeto Operator Application, an HbbTV Op app hosted on Irdeto’s CI Plus conditional access modules, enabling traditional linear 
pay-TV operators to deliver a consistent experience over different TV brands and to retain control of the customer experience as it 
becomes the primary interface when the TV is switched on.

Irdeto Certified Secure Experience, a deterministic certification service provided to video platform operators to access premium 
video apps and designed to meet all premium apps and platforms requirements.

Keystone Contactless Rental, experience for construction equipment and vehicle fleets, including flexible contracting, vehicle 
inspections and vehicle access control and policy management.

Irdeto Trusted Asset for Connected Transport, a multilayer security solution that includes anomaly detection, a next-generation 
firewall, device hardening and asset lifecycle management.
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Key focus areas going forward
Looking ahead, we will continue prioritising the group’s strategic intent to recruit the best talent, 
actively work to retain talent through defined programmes and maintain internal mobility 
opportunities. We will nurture equal opportunities, representation and diversity that mirror the 
communities where we operate.

As the world adapts to changing social and technology trends, we will continue driving customer-
centred, digital, data-driven ways of work, leaning on diverse, talented teams partnering across 
our multinational operations.

Our commitment to transformation is to build diverse leadership capabilities across all levels 
in the business. We aim to provide effective leadership development and succession planning 
for critical roles, and we will prioritise transferring knowledge, specifically in the area of scarce 
and critical skills. We will continue fostering a high-performance culture by improving employee 
engagement levels, and we will evaluate ways to further enhance our employee benefits. 
We believe our collective efforts and focus will contribute to our purpose of enriching lives.

Both international and local sports and entertainment productions have largely recovered from the challenges experienced during COVID-19. 
While our focus remains on sourcing and licensing the freshest and best available content, we are prioritising the production of more local general 
entertainment and sports content. This was evidenced by the launch of several new local channels in FY22, as well as the broadcast of new and 
returning local productions/ reality shows and both marquee and novel sports events. In addition, changes made in the previous year such as 
the SuperSport thematic channel and M-Net Movies channel changes have helped to improve curation and customer perceptions. In FY21, 
we consolidated our six M-Net movie channels into four in order to improve movie curation by genre, aid content discovery and channel navigation, 
and reduce the appearance of repeats. Historically, a Premium subscriber may have felt that certain movies were repeated when in fact they had 
simply aired first on channels exclusive to Premium subscribers and then aired subsequently on lower-tier channels as a result of a typical content 
windowing strategy. What was then novel for a Compact or Access subscriber would appear as a repeat for a Premium subscriber.

Repeats
Content is repeated on the platform which erodes the 
customer experience

3

We are constantly looking for ways to innovate our offering, supported by thorough customer research to assess the feasibility of developing new 
products. We launched the ADD Movies add-on in South Africa in 2021 and followed it with a rollout across other markets in the Rest of Africa this 
year. This offering provides Compact Plus, Compact, Family and Access customers with the ability to sign up for DStv’s dedicated movie channels 
that were previously only available to Premium subscribers, and offers greater flexibility around the choice of additional movie channels to add to their 
packages. In addition, Showmax continues to enable customers to customise their viewing experience through streaming.

Flexible packages
Customers want to select their own package of channels 
(à la carte), or packages based on specific genres, such as 
a dedicated sports or movie package

4

How our activities added value for our stakeholders continued

Issues raised by customers How these were addressed
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