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ABSTRACT

Over-the-top (OTT) streaming platforms deliver digital content directly over the internet, reshaping
media consumption patterns in India and intensifying competition among providers. As customer
retention is more cost-effective than new user acquisition, reducing churn and enhancing satisfaction
have become strategic priorities for OTT platforms. This study examines how key
experience-enhancement practices like personalisation, gamification, and social media interactivity
shape customer experience, satisfaction, and continuance intention. A quantitative approach was
adopted, and data were collected from 355 paid OTT subscribers across India. Structural Equation
Modelling (SEM) was used to analyse the proposed relationships. The results show that
personalisation, gamification, and social media interactivity significantly improve customer
experience, which in turn enhances customer satisfaction. While experiential gratification does not
directly influence satisfaction or continuance intention, e-CRM emerges as a vital factor that
strengthens satisfaction and encourages continued platform use. Overall, the study offers empirical
evidence on the effectiveness of customer experience strategies in the OTT context. The findings
provide practical insights for platform providers and policymakers, underscoring the importance of
delivering personalised content, incorporating interactive and gamified features, and engaging users
through social media to build stronger loyalty and long-term subscription intentions.
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