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We find ourselves at a time when new digital platforms with large content catalogues are 

constantly emerging and making millions of people across the planet fall in love with them. 

What is the reason for their success? How do they attract so many users? Content obviously 

plays a fundamental part in this story, however it is the rarely spoken about characteristics of 

a product that are making us spend more time than ever feeling satisfied in front of a screen.

Some companies are aware of this and have started increasing their product investment at an 

exponential rate. A well-defined service with useful functionalities is essential for a user to be 

able to find the content that the operator wants to promote. Experience from one of our projects 

has shown us how making a film stand out with an image that is bigger in size than the others 

can result in the film being accessed up to five times more. If we include new functionalities, 

such as the possibility to start the next episode with just one click, we can make almost half 

of the views happen almost instantly, helping to facilitate and encourage consumption. An 

amazing piece of data for such a simple functionality. 

THE IMPORTANCE
OF THE USER EXPERIENCE



 
 Battling subscriber churn with user experience

4 mirada.tv

% views from next episode

% views from extended info

% views from continue watching
27%

30%

43%

Behind the scenes, there is a team working towards designing an experience that captivates 

users with its simplicity and usefulness. An experience which extends homogeneously across 

all devices without blockages, adapting to any user type and bringing technology to groups 

of people who otherwise wouldn’t even come close. Groups of people who, due to a lack of 

technical knowledge about online streaming, didn’t previously watch audiovisual content on 

demand, leaving them with the choice of going to a nearby cinema at a certain time or waiting 

until a channel buys the rights to play the film they want to watch. Today, content has been 

democratised and it reaches all kinds of people anytime and anywhere.

On top of all of this, we must take into account the dizzying changes within the market. Whether 

we already have a product or whether we are looking to make the jump towards a new one, 

there is always the risk of us running around like headless chickens towards inevitable failure, 

due to a lack of vision about what type of product we really need in the attempt to copy the 

latest trend or gimmick in the market.

Hence the importance of basing the product on strong pillars that support and justify the 

reason for each and every aspect of the application. Many services have suffered from chasing 

a temporary fad that becomes old news just as they are ready to implement the change into 

the product. Gone are the days of when digital TV operators wanted to permit tweeting with 

the remote control, a task which turned out to be extremely difficult and saw an almost instant 

Share of on demand views by origin, retrieved by LogIQ. © Mirada 2019
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failure. In fact, Twitter dedicated their application for Apple TV exclusively to watching live 

sporting events and browsing videos on Periscope rather than writing tweets. 

This is why it is so crucial to have well-defined applications that have been designed from the 

start with the final result in mind. Does this mean that it must be a static product that cannot 

incorporate innovations? On the contrary. The market moves in huge technological leaps 

which encourages users to demand increasingly advanced solutions. As a result, a product 

must grow and evolve in the hands of its users, but should also always remain based on a solid 

foundation to make it durable over time.

Over the last few years, the birth of so many digital products related to content consumption 

has led to us noting down a number of key elements to consider in order to create a good 

application. If you want your product to succeed, we recommend that you carefully consider 

the following six factors.
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A HOMOGENEOUS
EXPERIENCE
 

A few years ago, if you wanted your product to be competitive, you needed to make sure it 

had its own version for mobiles, tablets and web. Almost no time has passed and yet we now 

find ourselves with smart TVs, Apple TV, Android TV and other streaming media players in our 

home for a small price. Many TV operators are aware that their success depends on whether 

or not they can reach their users via this sea of new devices. Many have implemented solutions 

that are independent from each other, without realising that the key to success lies in offering 

a global experience where the user perceives the service as a whole. The result is a set of 

applications designed and conceived independently, with no coherence or common language 

between them in terms of interaction.
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Iris Inspire UI adapted to all devices. © Mirada 2019
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Furthermore, communication between the applications can be very complicated or even 

impossible, as it doesn’t take into account the activity and consumption on the other apps. You 

could think of it as a kind of digital Babel tower that generates a sense of chaos and frustration 

to users, causing them to drastically reduce consumption.

Subscribers expect a product that has been designed in a global manner from the beginning, 

in order to offer a coherent and homogeneous experience across multiple devices. In this way, 

users don’t have to undergo a learning curve every time they start to use the product on a new 

device, and instead can continue consuming content effortlessly.  

Nowadays, consumption moves with us. The appearance of 

technological advancements such as cloud DVR facilitates 

the possibility to record and play content from the cloud 

on any device, favouring consumption without blockages 

or borders. We can also keep track of the exact episode 

of a series that we were previously watching and continue 

watching it on the way to work, thanks to technology which facilitates such communication 

between devices. It is essential that the apps communicate with each other; users must 

perceive your product as a global experience free from obstacles. The transition from one 

device to another should be fluid and natural, as it will have a direct impact on the time your 

users spend consuming on your platform.

On the other hand, if you want to analyse global consumption data through an analytics platform, 

it becomes much more operative if the ecosystem is homogeneous rather than composed of 

separate solutions. For example, trying to gather data from different providers to present them 

in a single graph can be torture. 

The key to success 
lies in offering a 
global experience
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FOR ALL
USER TYPES
 

As mentioned in the introduction, the use of technology has spread from children to the elderly. 

A few years ago, we saw the liberation of technology in the form of touchscreen devices which 

allow pretty much everyone to communicate easily without having to use a computer. Ignoring 

the fact that technology can now be used by all kinds of consumers could see you lose a huge 

amount of potential.

Content should be just as accessible for expert users as for those with very basic technological 

know-how. It is vital that your product has functionalities to facilitate consumption for both 

parties: advanced users should be able to access functionalities to filter, reorganise, search 

and delete content, whilst less capable users should be able to interact with functionalities 

that offer them content clearly and easily.
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Technological change allows us to further develop our products, directly influencing consumer 

habits. This is clear to see in the case of television. The first television sets that we had at 

home offered generalist programming due to the small amount of channels being broadcast. 

With the arrival of digital signal, the amount of channels increased extensively, expanding our 

consumption tastes and allowing us to be more demanding when deciding what to watch. 

And here we are today, carrying the TV in our pocket on our mobile phone, with consumption 

having become something extremely personal.

In the app world, we interact every single day with dozens 

of applications that offer endless functionalities which at first 

seem fascinating and end up being essential to us. Every time 

we use a new functionality in an app, we immediately want it 

to be available on the other apps on our smartphones, up to 

the point of saying “How does this app not have a search bar?!”

Technological change alters our habits and tastes, and it is fundamental to rely on them in 

order to be aligned with users. Therefore, when opting for a product, you should make sure 

that your provider guarantees a certain level of evolution, including introducing new features 

over time. This will make users consider your product as both useful and necessary, helping to 

retain them on your service and constantly improving their perception of your brand.
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Technological 
change alters our 
habits and tastes
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If you offer a product that is designed specifically for advanced users, you do not only close the 

door to new clients, but you also run the risk of losing existing clients who are paying for your 

service but don’t know how to use it. 
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LOOKING
AHEAD
 

What will future products be like? We can spend years attempting to answer that question, 

whilst others are busy working on defining them. It is crucial to always think one step ahead in 

order to be able to conceptualise what the product of tomorrow will be like. 

It is important that your provider invests time in designing new concepts that could be 

integrated into your product in the future. We are not talking about short-term market demands 

as mentioned previously, but defining new interaction paradigms to make considerable 

improvements to the product’s current state.

Providing that this work is planned years in advance, it is possible to carry out tests with real 

people to verify its efficiency. User tests provide us with a large amount of information about 

whether or not a concept is valid, allowing us to make adjusts to the design until it is intuitive. 

This does not mean that every slight change to the product must undergo testing, since it is 

based on validated design paradigms. For this reason, it is of utmost importance to have a solid 

base upon which to work on future concepts and evolve over time. 
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Communication is the key to success in any relationship, including between a client and their 

provider. This kind of relationship can last for many years, providing that both the client and 

the provider feel like they are being listened to. A fluid and enriching line of communication 

generates a robust and competitive team. 

It is beneficial to share the feedback you receive from users 

with your provider seeing as they are the ones who use your 

product every day and so can provide a large amount of 

valuable information for future product improvements. The 

role of the provider is to transform this information into specific 

product definitions in a global and coherent way, taking into 

account the native interface of each device. 

On the other hand, it is necessary that the provider maintains clear and transparent 

communication with the client in order to help them understand the reason behind each detail 

of the product, in addition to providing them with the global vision obtained from working in 

other markets and environments. 

Every client’s users are different and it is essential to be aware of their habits. For example, 

users in a country with high purchasing power tend to be more inclined to consume premium 

content compared to users in other countries. Therefore, being able to make dynamic changes 
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to the product to satisfy all users habits is fundamental. Advanced tools such as a CMS (Content 

Management System) bring a whole range of possibilities to help achieve this objective, up to 

the extent of being able to change the structure and layout of on-screen content catalogues.

 

Perhaps your users are used to scrolling through extensive catalogues to find something to 

watch, or maybe they prefer watching highlighted content being selected by an editorial team. 

Whilst your users consume content, you can check the success of how the content is being 

presented and make any necessary adjustments. A CMS allows you to make changes without 

your users having to update to a new version of the app, and you can keep testing and testing 

until you crack the code to encourage and facilitate consumption. 

Furthermore, these tools also allow you to editorialise content. In other words, you can edit 

metadata and organise, group and finally present content visually, helping to add a dynamic 

aspect to your product so that it is a truly live ecosystem. A live ecosystem that surprises users 

every time they access it, and offers more than just a selection of outdated and irrelevant 

content, will not only increase the attraction towards your content but also towards the service 

you provide to thousands of people. 
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Iris CMS and Iris app for iPhone. © Mirada 2019
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These six recommendations will help make users adore your product as they all share the same 

goal: to satisfy real people who are looking for an enjoyable viewing experience. Technology, 

with its current advances and those that are still to come, is a bridge towards achieving 

satisfaction, however it should never be the protagonist, and much less an impediment to 

achieve such satisfaction. 

All of us who are dedicated to this sector must be at the service of end users. We must 

understand how they think, know what they want, anticipate their future needs and always 

adjust to the way in which they interact with technology.  It is, without a doubt, the users who 

play the main role, and so we have to make them feel like they can’t live without our product. 

That is the true success and true objective to achieve. 

CONCLUSION

Did you find this whitepaper useful? Feel free 

to get in touch for any further information 

about anything mentioned in the whitepaper 

that may be of interest to you: ask@mirada.tv

mailto:ask@mirada.tv
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Mirada is a leading provider of products 
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Broadcasters. Founded in 2000 and led by 

CEO José Luis Vázquez, the Company prides 

itself on having spent almost 20 years as a 

pioneer in the Digital TV market. Mirada’s 

core focus is on the ever-growing demand 

for TV Everywhere for which it offers a 

complete suite of end-to-end modular 

products across multiple devices, all with 

innovative state-of-the-art UI designs.

Mirada’s products and solutions, acclaimed 

for unparalleled flexibility and optimal time 

to market, have been deployed by some 

of the biggest names in digital media and 

broadcasting including Televisa, Telefonica, 

Sky, Virgin Media, BBC, ITV and France 

Telecom. Headquartered in London, Mirada 

has commercial representation across 

Europe, Latin America and Southeast Asia 

and operates technology centres in the UK, 

Spain and Mexico. 
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