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hOUk@ShUW Improving High-Demand Event Ticketing Experience to Increase Customer

Satisfaction and retention.

Revenue stream of BookMyshow Coldplay (2025) ODI Cricket WC (2023)
e Tickets sales commission
e Event Partnerships Overall Traffic 13 million 1.25million

e Corporate Bookings and business
Advertising and Promotions

e Movie streaming, renting & buying General sale (2024): Mastercard Pre-sale (2023):
Phases of Day 1 & 2- 22nd Sept, 12 | Aug 24, Aug 29, Sep 14
Domestic revenue generated ticketssoldon | PMIST Ge“‘;‘;_)“' S“'e?jo o3 Sen 1
. . - A , A - Sep 3, Se
through high-demand live events BMS Day 3 22 nd Sept, 2pm IST "9 "9 P P
Infinity tickets- 22nd Nov
Ticketing revenues (2 billion) y
- 19 { , Website Crashes and Slowdowns
12 - e Long Queues and Waiting Times
e Common e Limited Availability of Tickets
2 Problems faced e Ticket Reselling at High Prices
45 by users . Fal.<e Tickets and chms
e Strict No-Refund Policies
e Confusion with Cancellations or Payment Failures
2021 2022 2023 2024
Ml Sports Event ~ Music Event
Response to Added one more show on BCCI released 4,00,000 more
With 25 years in the industry, BookMyShow Unprecedented 2Ist Jan, 2025 tickets
secured exclusive ticketing rights for two S Demand
major domestic sports and music events.



https://www.cnbctv18.com/travel/lifestyle/13-million-fans-attempt-to-book-coldplay-music-of-the-spheres-tour-tickets-in-mumbai-19480620.htm
https://www.icc-cricket.com/news/record-breaking-125-million-spectators-turn-out-for-icc-mens-cricket-world-cup-2023
https://economictimes.indiatimes.com/magazines/panache/coldplay-india-tour-2025-adds-third-mumbai-show-amid-bookmyshow-ticket-frenzy-check-new-concert-date-sale-time-venue-price/articleshow/113568088.cms
https://economictimes.indiatimes.com/magazines/panache/coldplay-india-tour-2025-adds-third-mumbai-show-amid-bookmyshow-ticket-frenzy-check-new-concert-date-sale-time-venue-price/articleshow/113568088.cms
https://skyblogs.in/bcci-plans-to-sell-400000-tickets-for-the-odi-world-cup-2023/
https://skyblogs.in/bcci-plans-to-sell-400000-tickets-for-the-odi-world-cup-2023/
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Actors- Live Music Events & their constraints

Promoters

Limited Budget
Turnout
Reputation

Venue & Location
Logistical challenge]

7
/
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Artists

Time and scheduling
Public Perception
Contractual Obligations
Technical Setup
Turnout
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@

Sponsors

Return on Investment
Brand Alignment

Event Timing
Exclusivity Agreements
Turnout

~—— Regulatory compliances by Local and central Government

Scalping/bots
Reselling

Traffic

Time Duration of Sale
Customer Sentiment
Turnout

Ticketing Platform — Payment
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Payment Gateway Integration
Security and Fraud Prevention
Transaction Failures
Transaction Speed
Compliance and Regulations

-A'ggregotors — Cu

Seat Selection
System Delays
Scalping and Bots
No Refund Policy

- A e
L bt
stomers Scalpers
Availability of Tickets Law
Payment Failures Scheduling

Ticket Limitation
User Verification
Ticketing Platform
Buyer’s trust

Tech Barriers

\-________________—’
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Low turnout is a key constraint for most stakeholders. Scalpers inflating prices on secondary sites can deter genuine buyers.

Who's a threat in the market?é&

Market share for Live event Ticketing- Major

Players Others
3%
PayTm Insider ‘
42.6% Book MyShow
54.5%

Paytm Insider bought by Zomato in 2023

Challenges from ONE major player

Threats from Zomato

New App Launch-
Zomato District

BookMyShow’s standing

Operates in Niche market

Opportunity for all

Event ticket revenue

Existing Larger User
Base MAU- 80m

MAU- 11.35 Million

Revenue- 12114cr &
Profit—- 35lcr

Revenue- 1026c¢cr &
Profit—- 85cr

Paytm Insider- IPs

Exclusive IPs

New Feature Launch
to prevent scalping

CAGR-2.99%

_Sport Events market
volume- US$1,055.00m

User Penetration- 6.6%

ARPU-1600



https://growthx.club/blog/bookmyshow-business-model
https://www.feedough.com/zomato-statistics-facts-user-counts/
https://economictimes.indiatimes.com/tech/startups/zomato-logs-fourth-straight-quarter-of-profit-at-rs-175-crore/articleshow/110092800.cms?from=mdr
https://economictimes.indiatimes.com/tech/startups/zomato-logs-fourth-straight-quarter-of-profit-at-rs-175-crore/articleshow/110092800.cms?from=mdr
https://blog.zomato.com/book-now-sell-anytime-experience-a-seamless-secure-and-stress-free-ticket-booking-experience
https://blog.zomato.com/book-now-sell-anytime-experience-a-seamless-secure-and-stress-free-ticket-booking-experience
https://www.themediaant.com/blog/bookmyshow-advertising-types-targeting-options-facts/
https://entrackr.com/2023/12/bookmyshow-posts-rs-1026-cr-income-and-rs-85-cr-profit-in-fy23/
https://entrackr.com/2023/12/bookmyshow-posts-rs-1026-cr-income-and-rs-85-cr-profit-in-fy23/
https://www.statista.com/outlook/dmo/eservices/event-tickets/india
https://www.statista.com/outlook/dmo/eservices/event-tickets/india
https://www.statista.com/outlook/dmo/eservices/event-tickets/india
https://www.statista.com/outlook/dmo/eservices/event-tickets/india
https://www.statista.com/outlook/dmo/eservices/event-tickets/india
https://www.statista.com/outlook/dmo/eservices/event-tickets/india
https://www.statista.com/outlook/dmo/eservices/event-tickets/india

Mapping Outcome

Total

session/user
Total Genuine X
customer % Favourably People Time
S

Cu.stom.er X Rated Session spent/sessions
Satisfaction Real | I8lack
calpers/Blac
% Satisfied X People Mgrketers
customer Total Booking Total Tickets sold on
Sessions + other Platforms
Beits Total sessions /
Key Product Outcomes viax tickets/
o X ax tickets/user
% Satisfied customers (Inc)
Requests per

% Favourably rated sessions (inc)
Requests per session by Bots (dec)
Total Tickets sold on other platforms (dec)

session

Jobs to be done

When | want to buy tickets for an event,

butl need to do it quickly and at a fair price without worrying about bots or scalpers,
help me book tickets easily and securely,

so that | can focus on enjoying the event without stress.

Hypothesis (Why is BookMyShow facing flak from customers?)

Impact Analysis

Key Data:

Total Traffic: 13 million (13,000,000 users)
Tickets Available: 150,000 tickets

Concurrent Request Capacity of
BookMyShow: 200,000 requests at a time
Time to Fulfill One Request: 100
milliseconds (0.1 seconds)

- 1,000 active scalper
accounts
Ticket Distribution Based on Request
Volume:
Estimated tickets scalped by bots:
25%x150,000 total tickets=37,500 scalped
tickets
37,500 users missed out tickets.

- 90%
100 1000 decrease
scalpers scalpers
(Potential) (current)

e Scalpinglssues e Bad User Experience e Limited Availability e Website/App Performance * Reselling at inflated rate


https://www.outlookbusiness.com/corporate/bookmyshow-coo-appears-before-mumbai-police-over-coldplay-ticket-row
https://www.outlookbusiness.com/corporate/bookmyshow-coo-appears-before-mumbai-police-over-coldplay-ticket-row
https://www.outlookbusiness.com/corporate/bookmyshow-coo-appears-before-mumbai-police-over-coldplay-ticket-row
https://www.outlookbusiness.com/corporate/bookmyshow-coo-appears-before-mumbai-police-over-coldplay-ticket-row
https://www.figma.com/board/ZX4QNWgFaOKhHn50sOVsgx/NL-Bookmyshow?node-id=0-1&t=9h8IbBjObrIa0VQM-1

User Insights (54 responses)

User who think more should be done
to prevent reselling of tickets on
3rd party platforms

No 4%

Yes 96%

What users are saying on
social media

0 Cryptler

Dear , fans in India are struggling to get tickets on

with waitlists over 300k, but platforms like Viagogo
(search coldplay india tickets on google, first sponsored link will be
VIAGOGO)are selling them at inflated prices.

User Persona

Name: Aditi Sharma
Age: 29, Occupation: Marketing Executive
Location: Mumbai, India

Demographics:

Income Level: Middle-class

Marital Status: Single

Tech Savviness: Moderate; comfortable
using apps and websites for purchases

How she tried booking the tickets? (User Journey)

COpens the opp)——(Goes to even’D @vaits in queue)—
Excited for the band’s Easily finds Behind 0.4m
long-awaited return &  theevent @ users in queue %oy

'l want to enjoy events
without the stress of
bots and inflated
prices. It should be
easy to get tickets at a
fair price.”

(abondons apgi

Too much
waiting time &

<Discovers other platforms selling tickets >—Georche3 on other pIotforms)

R 74
~

Frustrated by inflated ticket prices on other welbsites.&=

Out of curiosity (5

Needs Pain Points

Quick Purchase e Scalping and Bots
Fair Pricing e Technical Issues
Seamless Experience e Long Wait Times

Refund & Cancellation Policy


https://x.com/Antibhakt666/status/1837757669286793588?ref_src=twsrc%5Etfw%7Ctwcamp%5Etweetembed%7Ctwterm%5E1837757669286793588%7Ctwgr%5E185d97fdd175725fd82c333ec579838a03b14486%7Ctwcon%5Es1_&ref_url=https%3A%2F%2Fenglish.mathrubhumi.com%2Fmovies-music%2Fmusic%2Fcoldplay-mumbai-concert-ticket-scalping-outrage-viagogo-1.9924205
https://docs.google.com/spreadsheets/d/1SX9m4f6jv-l4HmjSNbsWbusSx1mpOKJnGSjEyZZRWvU/edit?resourcekey#gid=2119317785

Core Problem

Users are frustrated
by rapid ticket
sellouts on
BookMyShow, leading
to inflated resale
prices by scalpers on
third-party platforms.

Prioritization

Who is facing this
problem

Users aged 19-28
in Tier 1cities
struggle to secure
tickets for high-
demand live
events.

How do we know its
a real problem

A user survey,
secondary research
and social media
outrage against the
ticket booking
experience has given
us insights.

Proposed Solutions

Ticket booking through
UPI only (Limit 1Lac)

Enhancing CAPTCHA
and Security

Value generated

For Bookmyshow

e Improved Customer
Satisfaction

e Brand Trust

o Market
Differentiation

e |Increased Revenue
Streams

Your Ticket Market
(Allows user to resell ticket along with
dynamic pricing based on demand)

Yes
Demand Yes | . Yes ,
To prevent scalping To prevent scalping To prevent scalping
Competition N/A N/A Zomato live
Nl?t Likely i Less Likely Very Likely
. All users won't get a fair g :
Adoption Chonce. Due togend of Increase friction Prevent scalping on other
month more credit websites
purchases
Low Medium High
Impact Might exceed the allotted Scalpers can No Inflated ticket prices on

time per session

bypass easily

other websites

Priority

V2

V2

V1

For Customers

e Access to Legitimate
Tickets

e Fair Pricing

e Flexibility

e Community Engagement

e User-Friendly Experience

e Transparency

Why should we
solve it now

BookMyShow faces tough
competition from Zomato
Live (Paytm insider is bought
by Zomato) and they are
combined 7% behind in
market share and actively
fighting ticket scalping.

Zomato's large food and
grocery user base
strengthens its position, as
the E&M industry is grows 3%
yearly with 6% more users
annually.


https://blog.zomato.com/book-now-sell-anytime-experience-a-seamless-secure-and-stress-free-ticket-booking-experience
https://blog.zomato.com/book-now-sell-anytime-experience-a-seamless-secure-and-stress-free-ticket-booking-experience
https://blog.zomato.com/book-now-sell-anytime-experience-a-seamless-secure-and-stress-free-ticket-booking-experience

Chosen Solution

A secondary Marketplace for ticket trading - Your Ticket Market

Lets users resell tickets within BookMyShow with a max 30% markup. A
dynamic QR code ensures authenticity and prevents third-party sales,
guaranteeing secure transfers and fair pricing while stopping scalping.

Your Tickets Your Tickets

< Your Event's Ticket ' < Your Event's Ticket

What's so special about it?

The tickets will be sold in phases given the long gap between the event
and the ticket booking. Allowing BookMyShow to adjust the price based
on the demand in market.

ol T e F o~

Confirm Purchase

- ol 7 F o~

{ Your Ticket Market 8§

Wed Thu Fri Sat Sun Mon Tue

2] 2 2 19 20 2] 97 Coldplay: Music of the Spheres

Coldplay: Music of
the spheres
Music Event

Coldplay: M
the spheres
Music Event

19 Jan 2025 02:00pm

DY Patil Stadium
Stand No : Level 1E

Activate for resale 2 Tickets

19 Jan 2025

Music Shows DB 132-567

You should Know

Congra
« Tickets are not to be sold on any other

platform except BookMyShow. LA L Al i o

DY Patil Stadium
Stand No : Level 1E

Activate for resale 2 Tickets

Music event
19 Jan, 2025
DY Patil, Mumbai

Music Event change

Available tickets for Coldplay: Music of
Spheres

(Low to High ) (New to Old Listing |

Coldplay: Music Of The Spheres

Music Event

19 Jan 2025 Rs. 3, EE:E
02:00pm

DY Patil Stadium

Stand No: Level 1 E m
2Tickets

usic of

|
02:00pm : E
I

DB 132-567

Ticket(s) Price Rs. 7,000

Convenience fees Rs. 350

Order Total Rs. 7350

tulations! 5% Choose Payment Method

Your Ticket Is Listed In The Market

+ Every E-ticket has a dynamic QR which is
linked to you account details.

» The QR Code will be activated closer to
the event or when you wish the resell it.

Set Your Price

Stand No: Level 1E
Rs. 3,500 ..

+ 360 +700 +1050

List tickets for Rs. 7,000

* Once your ticket is sold you'll be notified.
+ BookMyShow will transfer your ticket to the

Buyer’s account.

+ The money will be reflected in your account

within 24 hours of payment.

+ Incase of any inquiries feel free to reach out to

help@bookmyshow

Proceed to Ticket Market

Coldplay: Music Of The Spheres
Rs. 3,850

each

Music Event

19 Jan 2025
02:00pm

DY Patil Stadium
Stand No: Level 1L

2Tickets

Coldplay: Music Of The Spheres

Please Note

e Transferred ticket can not be resold

again.

Pre-Pucharse Page Ticket Activation page for rese

Providing user each and every
information about the reselling
details before they purchase the
ticket

and user can set the price for reselling 10%, 20%
above the original price. BookMyShow will charg
resale.

Once the user wish to sells the ticket the QR will be activated

Music Event
SRR 10 .Jan 2025 s 4‘33:'2
LAR 02:00pm
i DY Patil Stadium
Stand No: Level 1E m

. =
B ,- -, _ ,- -, Total
Rs. 7350

lling Resold Ticket Listing Page

Buyers can pick tickets
they wish to buy from
here.

Resale purchase Order

Purchasing of resold

tickets with a message

that transferred(resold)
tickets can’t be resold again.

and 30%
e 5% on every



Solution continued.. The ticket phases

1.Initial Phase - 25% tickets will be 1.2nd Phase - Next 25% of the total  1.3rd Phase- All the remaining The Marketplace
released and only be available tickets will be released and the tickets will go on sale in this will solve for
for BookMyCard Play card price of the stands in this phase phase and the price will e Scalping due to
holders. will be determined by average determined by the average initial phase KYC

2.The KYC will be done by RBL reselling price of the stand in the reselling price of the stands in and Dynamic QR
bank- Current Playcard partners. initial phase if any, or else the old the 2nd phase if any, or else the code.

3.This will save BMS additional cost  price will be applicable. There is old price will be applicable. e Correct pricing for
on user verification. 30% cap on reselling, no inflation high-demand

beyond control.

System Overview (High Level System Design) Cache Server
Caching recent listings and orders

Payment Gateway m
® = -
an =0
User (UI) 4
Request v

Payment Service
>

S

o 2
o
® ¢ '

Load balancer 9 API Gateway .

handles requests Booking Service

Marketplace

Notification service

Database
stores
resale
listing, user
details,
events info

service

event.

User requests for Browsing, purchasing,
listing, reselling and buying tickets.

Request is sent to appropriate APl service

Data is stored in the database
Caching recent listings and orders
Fetches Cached data
Directs Payments request

Sends Payment Confirmation

Fetches Payment Confirmation
& listing

Returns Payment confirmation


https://in.bookmyshow.com/offers/play-credit-card---welcome-offer/RBLPLWL222

Metrics

Godal Metric Motive
Customer Post-Transaction To identify issues and guide
satisfaction Feedback Score improvements.
Purchase to listing time : :
. J Help detect scalping by tracking
Scalping Sell-through Rate at Max . :
: listing speed and sales at max prices
Price Cap
High demand The change in demand (measured
event pricing Demand Elasticity Index by tickets sold) relative to price
strategy increases for high-demand events.
Indicates user satisfaction and trust,
. which are critical for drivi
Retention No. of successful resales . N3
customer retention in the
marketplace.
i : Measures how often users list tickets
Engagement Listing per Ticket holder

for resale

North Start Metric : Total Listings
per Event

L1 Metric: Average Listing Price
per Event.

Motive: Tracks the average
resale price of tickets listed for
each event, helping assess
pricing trends and user
behavior in the marketplace.

Guard rail
Number of successful resales

shouldn’t go down.



Pitfalls and Mitigation Launch Strategy

1.Pitfall: Uncertain Pricing and Market Fluctuations e Marketing Campaign

Rapid price fluctuations can create confusion and lead to user Launch a campaign emphasizing user-
frustration, especially if they feel they paid too much compared friendliness, focusing on meeting user needs
to resold prices. and addressing the gap from event

announcement to ticket availability.

Highlight how the marketplace provides a fair
chance for fans to purchase tickets when
plans change, promoting transparency and
community.

Mitigation:

Implementing clear pricing guidelines and transparent
communication regarding price caps and market trends,
ensuring users understand how prices dre determined and
encouraging fair trading.

e User Education: Create tutorials and host Q&A
sessions to help users navigate the

2.Pitfall: User Frustration with Transaction Complexity
marketplace.

A complicated resale process can lead to user dissatisfaction
and lower engagement, making users reluctant to list or buy
tickets.

 Feedback Loop: Gather user input post-launch
to iterate and improve the platform
continuously.

Mitigation:
e Post-Launch Support: Provide strong

customer support and build a community for
user interaction and loyalty.

Streamlining the listing and purchasing processes with user-
friendly interfaces, clear instructions, and instant payment
options to enhance the overall user experience.



