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Opportunities and risks

How we identify and pursue opportunities

As we operate in an evolving industry, we actively evaluate and cultivate a pipeline of opportunities aligned to our strategic priorities. This approach allows the group
to consistently grow through organic reinvestment in our business, as well as through investment in new technologies (e.g. our digital DTH satellite business in 1995,
DTT business in 2010 and OTT business in 2015) and adjacent opportunities (e.g. acquiring a stake in sports betting business, KingMakers, in 2020).

Our top 10 opportunities
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Large and growing
addressable core market

Rapidly developing
OTT market

Deep understanding
of our customers’ needs

Unique understanding
of customer experience

Sizeable and engaged
customer base

We see an opportunity to drive
subscriber growth in our traditional
linear pay-TV business as we
target an addressable market of
51m households in sub-Saharan
Africa, growing to 58m by 2027
(+14%).

We see an opportunity to drive
growth in the OTT space as
developments in technology
resolve access and cost barriers
for connectivity and connected
devices.

With 37 years’ experience in
understanding the preferences
of our diverse subscriber base
(nationality, language, culture,
economic status, age, gender),
we see an opportunity to meet
their evolving needs through
content aggregation.

Given that we provide an
uninterrupted 24/7,
365-days-a-year service, our
numerous customer touchpoints
across multiple platforms
and demographics create
an opportunity for us to drive
innovation in customer
experience to support customer
engagement levels.

We have an ‘installed’ customer
base of 21.8m 90-day active
subscribers as at 31 March 2022
(FY21: 20.9m), which creates an
opportunity for us to serve
additional customer needs
beyond entertainment.

• We take a long-term view and
are comfortable with supporting
our businesses through the
economic and business cycles
in our markets.
• We have focused on retaining
subscribers in the premium
segment, while growing
penetration in the mid and
mass market segments.

• We are fulfilling our subscribers’
needs in an increasingly connected
entertainment environment through
proprietary streaming services and
connected devices, and aggregated
third-party streaming services.
• This creates a foundation for us to
scale our OTT offerings and launch
innovative products and services.

• We aim to offer our customers
a full-service content offering with
appropriate tiering to suit their
circumstances. Our strong licensed
international general entertainment
offering and SVOD relationships
complement our points of
differentiation, i.e. local content
and sport.
• We are supporting our aggregation
journey with hybrid satellite/
streaming and dedicated streaming
devices.

• We continuously improve each
direct touchpoint in the customer
journey, e.g. customer onboarding,
billing and technical support,
optimise indirect experiences
through partners like our installer
network or payment service
providers, and then innovate
in areas such as digital self-service
(e.g. our Telegram self-service in
Ethiopia) and value-added services
(e.g. DStv Rewards).
• We leverage these improvements
in customer experience to drive
measurable improvements in
activity rates, and upsell and
cross-sell opportunities, while
mitigating cost pressures.

• We enhance our value proposition
by developing new products and
services for our platform, including
adjacencies in entertainment
(e.g. sports betting), household
services (e.g. internet, home
security and education), and
financial services (e.g. insurance).
• We also monitor trends in offshore
markets and tailor relevant
approaches to our markets.
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Opportunities and risks continued
7
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Nascent growth
opportunity in interactive
entertainment

Potential to pursue
meaningful strategic
investments

Ability to implement
relevant strategic
partnerships

Core focus on
Rest of Africa’s
breakeven

Irdeto to pursue
leadership across
a broader spectrum of
cybersecurity services

As the continent becomes more
connected, our customers’
entertainment needs and
preferences will likely expand
to include more interactive
entertainment experiences.

Our historic growth has been
mainly organically-driven rather
than acquisitive, however, we are
increasingly looking to explore
targeted value-accretive
investments to further our
strategic ambitions.

Our objective is to provide a
more comprehensive consumer
service offering to our customers,
supported by a seamless
experience which will include
partnerships in areas where we
will not compete directly.

A sustained turnaround to
profitability in the Rest of Africa
business will improve our group
margins, enhance cash flow
generation and capital allocation
options, and alleviate market
concerns.

Irdeto’s technical pedigree,
52 years’ experience and
prominent market position in
the media security space provide
a strong foundation to pursue
broader leadership in the
cybersecurity space.

• Our ambition is not to become an
investment holding company, but
rather to source, evaluate and
execute on investment opportunities
that (a) add value to the customer
experience and our platform, and
(b) create explicit value through
returns on investment that
comfortably exceed our weighted
average cost of capital.
• We have identified specific areas
of focus, while avoiding others in
particular, capital-intensive sectors.

• While we already partner with
many service providers across
our business, including working
closely to optimise key cost lines
like satellite transmission and
set-top box manufacturing,
we have an opportunity to focus
on introducing new partnerships
for the benefit of our customers
and our broader platform offering.
• These can take the form of
consumer-facing or internal
support services.

• Scaling our subscriber base,
implementing inflation-linked price
increases and closely managing
our largely fixed-cost base
(including targeted cost reductions)
have supported our path back
to profitability, with free cash flow
generation to follow shortly
thereafter.
• In the interim, we continue to
navigate a challenging economic,
regulatory, tax and foreign
exchange environment.

• We focus on gaining new customers
and expanding the scope of
services with existing customers
in the traditional broadcasting
space while expanding our
presence in growing areas of the
media entertainment market, such
as OTT security services and online
and mobile gaming.
• We are also pursuing more nascent
connected industry verticals, e.g. in
transport and health.

• Our investment in KingMakers
represents our first meaningful
foray into interactive entertainment,
with their sports betting services
directly complimentary to our
video entertainment services,
as demonstrated by our first
successful collaboration in the
form of SuperPicks.
• We see significant scope to grow in
this space, in terms of geographic
footprint and service offering.
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Opportunities and risks continued
How we manage and mitigate risks

Our top 10 risks

At MultiChoice, decision-making is supported by a robust risk management
process that identifies and seeks to address potential risks. We align our
risk management processes to our strategic planning and budgeting cycles.
Risk plans are compiled annually and continuously updated to consider
changes in the external environment and organisational developments.

1

The risk profile reflects our risk appetite as determined by the board. The risk committee is responsible
for monitoring risk factors and how these are managed. Results from the enterprisewide risk management
process are integrated into the business’s strategic, operational, compliance monitoring and reporting
activities. Management is tasked with managing risk and delivering financial and operational performance
aligned with our risk tolerance.

BOARD

BOARD RISK COMMITTEE

• Ultimate accountability for
risk management
• Supported by risk committee
• Delegates risk management
responsibility to CEO and CFO

• Monitors and has oversight
of risks and opportunities
• Supports the board in meeting
its risk management
responsibilities

INTERNAL AUDIT
• Provides assurance on the
effectiveness of the risk
management practices

Mitigating
risk

CEO AND CFO
• Evaluate and oversee the
implementation of the risk
management framework
across the business
• Drive consistent risk
management processes

RISK PROCESS

RISK SPECIALISTS

• Perform process reviews and
risk assessments
• Monitor adequacy and
effectiveness of controls
• Evaluate market information
• Alignment of risk management
processes with business strategy
• Recommend controls and
enhancements to be put in place
to mitigate risk

• Embedded in key business areas
• Implementation of risk plans
and activities
• Monitor effectiveness of risk plans

Regulatory and licensing
We operate in a highly regulated industry where changes in regulatory policy
and legislative frameworks can have a significant impact on our business and
operating model.

RISK
MITIGATION

2

• Our focus remains on full compliance with existing regulations.
• We continue engaging with regulators and industry bodies proactively.
• We conduct ongoing regulatory reviews and maintain contact with regulatory
authorities and public industry bodies.
• Our dedicated, experienced teams (internal and external experts) assist with regulatory
engagements, responses to inquiries and other projects/submissions.
• We promote active engagement with management, government and regulatory
authorities about how the proposed regulations could impact the industry.

Economy
Macro-economic challenges, such as currency depreciation and volatility, demand
for and pricing of commodities, electricity shortages and, more recently, the impact
of the COVID-19 pandemic, place pressure on the economies of the countries
where we operate.
Consumers are affected by the consequent pressure on disposable income, which
potentially affects our addressable market, and growth and retention prospects.

RISK
MITIGATION

• We understand the pressure our customers face, and we remain focused on customer
centricity and affordability. This is reflected in our pricing decisions, which in most cases
are below inflation.
• We continue focusing on reducing costs and improving efficiencies.
• We hedge our foreign exchange exposures for a minimum of 18 months, up to
36 months in terms of our treasury policy.
• We continue converting hard currency costs into local currency where possible.
• We offer customers various options suited to their circumstances, supporting value
for money with the flexibility to adjust to their unique and changing circumstances.
• We continue investing in new products, services and businesses to diversify revenue
streams into the future.
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Opportunities and risks continued
3

Disruption and competition

5

The landscape remains increasingly competitive with strong global and local competitors
and new entrants. Consumers have credible alternatives from multiple sources in terms
of video entertainment. Further, there is aggressive competition for content rights when
contracts are up for renewal and content providers may choose to go directly to consumers,
withdrawing rights from us.

RISK
MITIGATION

4

• We understand entertainment and technology are evolving, as are consumption habits.
As such, we continuously invest in product and service innovations, and we focus on
better products, value and customer service.
• Retaining attractive content rights is a priority, as is investing in our platforms and
partnerships to maximise mutual benefits.
• We are diversifying our product portfolio and service offering by investing in opportunities
in areas adjacent to video entertainment to provide a wider array of products and services
to our customers.
• We continue exploring opportunities for relationships with telecommunications companies
and other platforms to enhance our value proposition.

Cybersecurity
The security of our information assets is critical, and includes content and customer and
employee information. Failure to protect these assets poses a legal and reputational risk.

RISK
MITIGATION

• We continuously invest in systems and technology to identify vulnerabilities and
prioritise the remediation thereof to enhance systems security and reduce business
interruptions.
• We employ a chief information security officer and chief data officer to ensure
appropriate management attention to this critical risk.
• Controls over information assets are continuously tested, e.g. through unauthorised
access and systems penetration testing, and policies are implemented to address
information security risks, e.g. around information security incident management and
acceptable usage of the group’s technology devices and resources. Focus is also
placed on the content value chain and protection of customer and employee
information. For example, we ensured full compliance with Protection of Personal
Information Act (POPIA) and increased our insurance cover to mitigate against risks.
• International studios undertake security assessments from time to time in support of
their agreements with us.
• We achieved international content protection certification from the Content Delivery and
Security Association.

Technology
Technology is integral to our strategy and operations. For example, the availability and
stability of the billing system is critical to the achievement of our strategic objectives.
In addition, the stability and scalability of the DStv streaming and Showmax platforms
are imperative to drive our OTT ambitions.

RISK
MITIGATION

• We invest in improving our existing systems and platforms, and monitoring, innovating
and collaborating to offer increased value to customers, which are all a key part of our
business plan. Our IT controls framework, based on Control Objectives for Information
and Technologies (COBIT) framework, continues to be implemented in new developments,
changes and error corrections. The framework’s robustness is regularly reviewed.
• Significant improvements to simplify billing and business rules were implemented during
the year, and we have standardised our billing system across all African markets.
• Rigorous testing programmes are implemented for all software updates and rollouts
for our internal systems and platforms.
• Redundancy in key equipment and platforms was built at the disaster recovery site
at our Samrand and Isando operational facilities.
• We expanded our European technical facility and redundancy for the Rest of Africa
business by adding a secondary business continuity technical site.

6

Securing content
Access to quality content at the right price is a major business imperative. Content rights,
for both general entertainment and sport, are highly sought after. Further, currency
fluctuations and renewals can lead to increased costs.

RISK
MITIGATION

• Rights are regularly reviewed with due consideration for the economic value of each set
of rights, and bids are tabled accordingly.
• We bid for and secure sports rights, according to rights cycles as determined by sports
rights owners.
• We continue to aggressively increase our investment in local content.
• We employ a mixture of licensing and third-party streaming distribution relationships
to cater for a broad range of international content preferences.
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Opportunities and risks continued
7

Tax

9

We pay taxes to the revenue authorities in the various countries where we operate.
They are increasingly looking at opportunities to increase revenue collection, which is
resulting in an escalation of audits across all tax types. There are also various local and
international tax policy changes, which increases the risk of double taxation. We have
an ongoing tax dispute with FIRS in Nigeria.

RISK
MITIGATION

8

• Maintain and update key documentation required by revenue authorities.
• We have a strong focus on tax compliance in-country and often appoint third-party
advisors to assist.
• We regularly conduct transfer pricing benchmarking and assurance reviews.
• We actively participate in global and regional tax policy and tax administration
discussions (via the Africa Industry Tax Association).
• We strive to build and maintain good relationships with the African Tax Administration
Forum and other relevant bodies.
• We are keeping an open dialogue with FIRS in Nigeria to resolve the current tax dispute,
while actively managing the legal process.
• We regularly review our tax resources to ensure the group has the capacity to deal
with the challenges.

Piracy
The illegal retransmission and piracy of content, including illegal connections, file sharing,
illegal internet streaming of sports content and the piracy of local content remain key risks
to the business.

RISK
MITIGATION

10

Talent and skills scarcity
To move into the next generation of entertainment services and beyond, we require talent
and competence to operate in a data-driven world of big data, machine learning and
AI – all areas with skills shortages globally. However, the focus on talent and competence
is not limited to these areas.

Business continuity management
The group must be able to anticipate, prepare for, respond to and recover an appropriate
level of service in the event of an interruption. This includes technology failures in
broadcasting/digital playout, customer service, billing/payment systems, and payroll.
The business continuity management programme is focused on people, processes,
systems and information.

RISK
MITIGATION

• We continuously invest in our platform and application security division, Irdeto, which
offers cybersecurity and anti-piracy solutions in media and gaming.
• During the year, illegal entertainment services to 0.6m customers were disconnected.
• We limited the number of streams through the DStv app to one device at a time to
prevent abuse of simultaneous streaming through excessive password sharing with
non-subscribers and selling of passwords online.

RISK
MITIGATION

• The group’s reward structures are aimed at retaining employees in key areas and
include bonuses and share schemes.
• We identify scarce skills and the competencies required.
• Focused recruitment of scarce skills remains a priority.
• This is supported by programmes designed to develop a pipeline of talent.
• We partner with vendors for skills transfer and programmes.
• We position our company as an employer of choice.

• Business continuity management is well established in the group and continuously
improved. All operational and functional areas in the group have documented and
tested business continuity plans.
• The business continuity management programme is well governed through internal
steering committees, with regular reporting to the board and its committees.
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