Improving the Customer
Experience with Faster
Service and Targeted
Promotions

Sky Betting and Gaming (Sky Bet) is one of the biggest online gaming companies in the UK, based
on both customer volumes and revenue. Millions of people use Sky Bet to bet on sporting events
across thousands of markets, including football and horse racing, and to also play poker, casino, and
bingo games. The company is owned by CVC Capital Partners (80 percent) and Sky (20 percent).
Sky Bet uses Cloudera Enterprise to deliver real-time services and targeted promotions that improve
the customer experience and increase revenue. Sky Bet modernized its architecture by replacing
a traditional enterprise data warehouse with the Cloudera platform to reduce the time to ingest,
process, and analyze data, and to implement real-time processing and machine learning.

Impact
Sky Bet often runs “no-lose” promotions that enable customers to receive payouts even if their
original bet doesn’t win. While such promotions are designed to increase customer engagement,
Sky Bet found that some customers could become frustrated and confused because they often
had to wait a day to receive their reward.

“Promotions are massively
important to our customers,
and so for our business...We
can now calculate and fulfil
complex rewards for over
100,000 customers in around
10 minutes instead of next day,
and we’ll soon move to a world
in which we process these
transactions in seconds.”
—Andy Walton, Head of Data, Sky Betting and Gaming

By moving to intraday data processing on the Cloudera platform, Sky Bet dramatically cut the time to
fulfil promotions. “Promotions are massively important to our customers, and so for our business,
and we needed to deliver a better experience from a customer’s point of view,” said Andy Walton,
Head of Data, Sky Betting and Gaming. “We can now calculate and fulfil complex rewards for over
100,000 customers in around 10 minutes instead of next day, and we’ll soon move to a world in
which we process these transactions in seconds.”
With the ability to also assess key marketing opportunities in real time, including propensity to buy,
cross-sale opportunities, and customer value, Walton said there will be even more opportunities to
improve the customer experience.
“Our ability to make decisions in real time is a massive opportunity,” explained Walton. “For example,
if we have two customers with five losing bets in a row, and our models show that one has a high
propensity to churn, we’ll be able to deliver a strong offer to that individual to help increase retention.
The new insight helps us ensure we’re spending our money on the right customers at the right time.”
There’s a lot of money at stake in online betting, and a fast and scalable analytics environment
also helps Sky Bet to closely monitor its liabilities and effectively manage its risk.
“One of our first use cases was to help our trading department better understand our liabilities at
any point in time,” said Walton. “When it comes to understanding our risk, there are a huge number
of permutations. With the processing power of the Cloudera platform, we can run through different
combinations of outcomes and give our trading department insight that simply wasn’t possible with
our previous warehouse.”
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Business Drivers
When Sky Bet first came to market, it shared an enterprise data warehouse (EDW) with its parent
company. However, as Sky Bet grew, executives recognized that a traditional EDW platform could
not provide the scalability and performance the company needed to support its dynamic business.
“We’re a very fast moving e-commerce business and our customers typically interact with our products
multiple times each day,” said Walton. “We needed a data pipeline that ran magnitudes faster and
could support real-time calculations. With the legacy EDW, we had to wait until midnight each day
to process the data. And because it was a big batch, it would take a number of hours to process,
so we were always working with old data.”

Solution
While many companies seek to complement an EDW environment with an Apache Hadoop-based
platform, Sky Bet replaced its EDW with a Hadoop environment using Cloudera Enterprise.
The company can easily integrate a wide-range of data into the platform and share the data with
downstream systems, including customer relationship management (CRM) and decision support
systems. “In addition to pure transactional data, we’re looking to ingest behavioral data, such as web
analytics, and third-party data sets, such as market pricing data, to improve our machine-learning
accuracy and expose richer data sets to our predictive models,” said Walton.
The platform’s flexibility enables staff to conduct both batch and real-time processing, and
advanced analytics on the data as needed. For example, Walton pointed out, real-time data
processing is the enabler to process money-back promotions even faster. “We can respond
to what’s happening in real time and so really improve customer satisfaction,” said Walton.
Sky Bet analytic and BI teams can also conduct ad-hoc queries on the data far faster than before,
and change parameters to uncover business trends and patterns. “We can now run highly complex
queries that were either not possible on the old platform or would literally take 10 hours to run,” said
Walton. “We now run those in far shorter periods, and that’s given us deeper insight into our business.“
Cloudera Support and training were critical to Sky Bet as the team implemented Apache Hadoop.
“The new technology introduced a steep learning curve,” said Walton. “Cloudera’s classes helped
us overcome this learning curve to deliver early to production rather than running R&D prototypes.
Subsequent courses on Data Science, and next-generation technologies, opened our eyes to
further exploit the platform for new revenue and service opportunities.”

About Cloudera
Cloudera delivers the modern platform for data management and analytics. The world’s leading
organizations trust Cloudera to help solve their most challenging business problems with Cloudera
Enterprise—the fastest, easiest, and most secure data platform built on Apache Hadoop. Our customers
can efficiently capture, store, process, and analyze vast amounts of data, empowering them to use
advanced analytics to drive business decisions quickly, flexibly, and at lower cost than has been
possible before. To ensure our customers are successful, we offer comprehensive support, training,
and professional services. Learn more at cloudera.com.
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