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Abstract

This Research is conducted to investigate the service quality of cable

television providers and the degree of customer satisfaction in Taipei City.

A phone survey of a randomly drawn sample of 1,477 households in
Taipei City is conducted to estimate cable installation rate, and the sample of
subscribers are recruited until the entire sample reached 180 households per
cable provider in order to evaluate customer satisfaction with cable channels
service, phone service and repair service in Taipei City. According to the results
of the quantitative survey, the cable installation rate in Taipei City is 81.4%,

which is equal to 773 thousand households subscribing to cable television.

Five dimensions are measured to evaluate the satisfation with cable
service: channel service, signal stablity, customer service, repair service and
price. The study finds that large majorities of subscribers (91.9%) consider
Image quality of cable channels “superior/good” and 42.7 percent never had the
signal interruption. In addition, nearly two-thirds feel the numbers of channel
“too much/somewhat much” (62.8%) and 57 percent are aware of yearly
sequential placement of channels, while one in three subcribers (33.2%) ever

saw commercial running banners delivered by cable providers.

When it comes to satisfaction with repair service and customer service call
centers, most subscribers who had communicated with customer service staffs
in the past year are satisfied with “the speed of answering phone call” (68.7%),

four-fifths (79.1%) feel satisfied with “attitudes” and 73.1 percent are satisfied



with “the ability to solve problems”. Similarly, among the cable subcribers who
had interacted with repair service staffs, 69.3 percent are satisfied with “speedy
repair abilities”, while more than three-quarters are satisfied with “attitudes”

(77.5%) and “ability to solve problems” (78.0%) of repair service staffs.

As far as price is concerned, 32.4 percent of cable subscribers pay NT
$530 per month for cable service, which is consistent with the official price in
Taipei City. Thirty-five percent report monthly spending more than NT $530,
while 5 percent lower than the official price (5.1%). Half of subscribers (53.0%)
consider the currnet price in cable service unreasonable. Nine subscribers who
reported low satisfaction with their cable providers in the survey were invited
to participate in a focus group discussing their experience with custumer
service staffs and repair service staffs, and their opinions on price
reasonableness, channel chaos, building a communication platform about cable

television issues and underground coaxial cable etc.

After conducting mystery shopper’s interviews, the results reveal that the
average overall satisfaction score for custumer service staffs is 81.0. “Power
Ful Cable TV Co.Lcd.” and “Net Wave Cable TV Co.Lcd.” have higher
satisfaction scores than “Kbro Co.Lcd.”, but not significant difference with
CNS. The average overall satisfaction score for repair service staffs is 83.4.
The satisfaction score of “Power Ful Cable TV Co.Lcd.” and “Net Wave Cable
TV Co.Lcd.” is 89.4, Kbro is 83.4, while CNS is 79.4. However, the result of
qualitative observation should be taken into consideration because of the small

sample size.

In receivership rate and satisfaction level with the public access channel



(PAC), nearly 13 percent of cable subscribers had ever heard of the PAC after
reminding them its definition (12.8%), and 70.5 percent among them had
watched the PAC. Half of those watched the PAC feel satisfied (50.2%). But
only 10.3 percent of cable subscribers indicate that they are willing to provide

home made video for the PAC.



