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Abstract

This research is to understand, via telephone survey, the basic
information about the operation and market feedbacks of cable TV
services in Taipei, including the penetration rate, the service quality and
the level of subscriber’s satisfaction (program replays included), the TAM
(Television Audience Measurement) and audience satisfaction level of
Taipei public access channel, the promotion, installation rate, TAM, and
customer satisfaction level of Taipei digital cable TV service. The method
of mystery shopper is also adopted to check the real quality of service of
cable TV service providers throughout Taipei. Moreover, a focus seminar
is held for regular cable TV subscribers, decision-makers in
cable-TV-installed families, Digital TV subscribers, system providers and
scholars. The focus seminar aims to support qualitative results with
quantitative date, in order to understand the quality of Taipei Cable TV
services and the satisfaction level of audiences.

According to the result of telephone surveys on Taipei residents, the
penetration rate of cable TV in Taipei is 77.0%, with approximately
776,091 subscribers. The subscribers’ satisfaction level is evaluated in
seven aspects: 1. the attitude of customer service personnel, including the
telephone receiving rate; 2. cable TV channel services ; 3. the quality of
reception; 4. the quality of program, including replays; 5. the
maintenance service, including the rate of house calls; 6. the subscription
fee and payment method; 7. Community service.

In terms of the service attitude, 32.3% of the subscribers have called
the service line of cable TV system providers in the past year. Among
which 68.3% called due to malfunctions. 78.1% of the callers are satisfied
with the short waiting time, 85.8% are satisfied with the attitude of
customer service personnel, and 80.8% are satisfied with the problem
solving ability of the customer service.

When it comes to the channel service, in the past year 27.2% of the
subscribers have noticed the scrolling text of public service
announcements; on the other hand, 59.5% of the subscribers stated that
they’ve seen the scrolling text for commercial information. 71.9% of the



subscribers are satisfied with the variety of channels provided by the
cable companies.

As for the quality of reception, in the past year 94.1% of the
subscribers indicated the reception quality of TV is clear, but 54.7% of
the subscribers have encountered incidents of broken reception. 32.8% of
the subscribers encountered channel reassignments. 58.4% found sudden
volume-ups during commercials. 59.4% consider the number of provided
channels too many.

As far as the quality of program, including replays, is concerned,
63.4% of the subscribers are satisfied with the quality of TV programs in
the past year. 75.9% of the subscribers think that there are too many
replays, among which 50.75% think that the movie category is the worst.
While 52.6% of the subscribers find the current situation of replay
acceptable.

As for the maintenance service, including the rate of house calls,
27.6% of the subscribers have requested house calls, and 55.3% of them
did so because they “can’t see anything on TV.” 80.8% of the customers
are satisfied with the service attitude of dispatched engineers, and 82.9%
are satisfied with their repairing capability.

In the aspect of subscription fee and payment method, 39.1% of the
subscribers pay their TV bills according to the new rate, $515/month, and
only 5.8% of the subscribers pay lower rates. 25.4% of the subscribers
pay over $515/month, and 64.5% consider this rate overpriced. 30.1%
choose to pay quarterly, and 70.1% of the subscribers pay their bills
through the bill service in a convenience store.

As far as the community service is concerned, as far as self-produced
channels by the system providers are concerned, 19.6% of the subscribers
have watched channels produced by local cable TV system providers.
56.1% of the subscribers are satisfied with the programs. As far as the
cable TV guides are concerned, 29.6% of the subscribers have read the
monthly guides and e-guides issued by Cable TV system providers,
among which 36.45% are satisfied with the contents.



In terms of the public access channel, after given the definition,
15.6% of the subscribers confirmed their knowledge of the channel,
68.7% of which have watched the public access channel, and 53.8% of
them are satisfied with the contents. However, only 14.2% of the citizens
are willing to provide their own video clips to be broadcasted on this
channel.

As for the TAM of digital cable TV, 23.3% of the subscribers are
capable to watching digital TV channels at home, and 14.8% of the
subscribers installed digital cable TV box because of the special
promotions on the websites of cable TV system providers. 65.45% of the
subscribers have actually watched the digital cable TV programs at home.
33.3% watch the digital cable TV channels every day.

When it comes to the satisfaction level of digital cable TV, 93.9% of
the customers consider the definition very clear, but 33.1% don’t think
there are enough digital channels provided. 60.7% of the subscribers are
satisfied with the quality of programs. 71.7% are satisfied with the overall
service, while 22.8% are not. The causes of dissatisfaction include the
contents of the programs (49.2%), the number of channels (36.2%), the
high price (22.8%), and the quality of reception (20.1%).

We suggest that the central competent authority should establish the
main directions of policies on the digitalization of cable TV while
encouraging such digitalization. On the other hand, while promoting
cable TV services, local governments and system providers should
emphasize not only the increase of channel options and the enhanced
quality of reception, but also other application services which can
actually provide audiences with practical help. They should also proffer
events of digital cable TV tryouts, in order to elevate the imagination and
installation inclination of potential digital cable TV subscribers.
Furthermore, experts and scholars also suggest that the digital cable TV
system providers can also promote digital cable TV through monthly TV
guides, which would not only enhance the connection between them and
the subscribers, but also introduce the benefits of digital cable TV to the
general public.



