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to:

consultation-cabletv@ofca.gov.hk

20/07/2015 08:47 PM

Hide Details

From:

To: "consultation-cabletv@ofca.gov.hk" <consultation-cabletv@ofca.gov.hk>
Please respond to

Dear Sir/Madam,

I object to the renewal of the domestic pay television programme service licence of Hong Kong
Cable Television Limited due to its substandard services:

1. There are frequent screen blackouts requiring a reset by the customer or the support staff of i-
cable.

2. The connection box can be easily out of order such that it needs to be replaced or repaired.

3 The broadcasting is not smooth and the screen halts or slows down frequently. This is
annoying to the customer.

4. The customer service hotline service is inadequate and the customer gets a no-answer after
wasting time to listen and enter information.

5. It is difficult to terminate the services of i-cable TV. The customer is forced to continue
paying even though he/she is not using the service.

6. There was news of customers showing dissatisfaction to i-cable TV services in a violent way.

[f the licence is not renewed, the existing customers of i-cable who wish to stop using its service will
feel happy. '

Regards,
One i-cable customer
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To: "consultation-cabletv@ofca.gov.hk" <consultation-cabletv@ofca.gov.hk>
Please respond to
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consultation-cabletv@ofca.gov.hk

21/07/2015 04:42 PM
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From:

To: "consultation-cabletv@ofca.gov.hk" <consultation-cabletv@ofca.gov.hk>
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To: consultation-cabletv@ofca.gov.hk
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to: consultation-cabletv@ofca.gov.hk 22/07/2015 11:26 PM

From:

To: "consultation-cabletv@ofca.gov.hk" <consultation-cabletv@ofca.gov.hk>
_ Ll urgent [] Retum receipt [] Sign (] Encrypt (] Restricted [] Expand groups

Dear Sir / Madam,

Regarding this subject, | do suggest that Cable TV should improve the below criteria prior to approval
of license extension:

- customer service skill. Taking the example of a teenager visited their headquarters at Tsuen Wan
holding a knife to hurt the staff. This clearly indicated the management did not fully comply with the
commitment towards the public.

- second topic is Cable TV staff reluctantly allow their customers to terminate the contract. This is
proved by the public forum and public experience. This indicates Cable TV is lack of transparency in
terms of its' policy and management concept.

I do suggest the government should consider the above criteria seriously prior to decision made .
Thank you for your kind attention.

B.rgds,



M # =10

= B [El &

2 HAREBEHERBRAE I 20154 8 B

R EEE - —4H - A4 _ 21 HEZFIE %
(BE: consultation-cabletv@ofca.gov.hk A [E ik > DLEE Ef -
ME: 25072219 4 H 3 3R 5 [
ik FHEBFEFEAKER 213 5 RUANE -

A A E 20 12

HNEBEERBRBRAE

EMEAEREERER)

Kkﬁﬁﬁ\%%?ﬁﬁﬁﬁﬂ’]ﬁﬁﬁﬂT

_@__1 M Eza% f fﬁFz% i3 /\:é
Ak E1AEAA 55 1 )m;j/’_%

_______________ G .+ E—

— e e e e — ————— —— e st —— [E——

BERAECREDZH/NEES

T
sy [CEE]

A o: g0185 -1~ %




30707 2015 3. 0B5AM FAX T o o . o gooot/0001

¥t =11

=N EIR S
8 BREREERBAE | A 2015 4£ 8 B
IRREBE+-H-8L4E 21 HERZ R &
(BHB: consultation-cabletv@ofca.gov.hk A B % » SLEE -
EHE: 2507 2219 ; EEERE T O
Hyk: FTERBFEFTAEE?IR . APENTE -
HEKE 20 #
BRESTERMAZ
BABRAEHEEHRR)
AAHELERBBEOERAOT :

B eﬁ,b%l@% 21 B] 98,38, (A5 1220
/%‘i T GA 58 KA b
REES YT ISR E

H _@_%%z 2 %éz}%:ggg 53 /\/\

._-:%’ ﬁ@_ﬁ Bl A5 B AR
25 k%3 7R HaIT B 1% SRR

BRI GR T J LM s

ﬁfé %K%;ﬁ&% 25.3%&_ ;

BREBERES ?@/J\%ﬁﬂé
B ————————
sz [CEE|

A 22, 0l

38-JUL-2815 ©%:84 97% P.@1



FROM : FAX NO. : Jul. 22 2815 18:59AM P 1

w4 = 12
= R El R

: HRBPHTHEGMLSR R 2015 £ 8 B

MR UG TT I Y - — 4B — gk e 4= 2] HERZ A%
(TRE:  consultation-cabletv@ofca.gov.hk KB % » LA E -
MIT: 2507 2219 i IT 2K &7 3B < (B
hak: FTEBFLIBFAAUW 213 U AMAE -

B ARKE 20 12

NP HTERZMAE

230 BB ITEG)

FEAHBREEBBUTELT -

“ i EAME BN FRTARMNESTRART
BERREXARRTFH!
*HMBEBTRETRA-—BR@EE)SHE - FHS
7k e

AR B BAMSEHN S RBLHTBRAER
{7

* BMEFBEBNFRELEARMAER > o B
Bk ~-FRAE - 22T HAERH(Hl L @ @K -
RMEZ)RFTHE -

TRREEEBBHNEEA

I
se: [CEF]

HHE - 201578 228

22-JUL-281S 18:57 S84 P.@1



e d %“re BC:£T SiBS-Nr-g2

13
B4 =
= H. 5] gk
2 BREHEERBLE AR 201SfE 8 H
MEEEE+—H-E&L& 2] HRZAHE %
(BHE - consultation-cabletv@ofca.gov.hk KEME LEH -
WE: 25072219 18 H o 8 8 3 [
Mak: FEBFEERKER 223K EMANE -
B AE 20 %
B EHREERRAZE
BXERBSEER)
EANEEREBEHBRBHBERAT
L4 % inbp bd B A 1. £i7

_ i..t,,._ﬂ;ﬁ_ﬁ

s S e e T S e e e e e e e, g o . S

5 38 71?_‘5{/ A2z H

10 d [6:€1 §102-1Nr-€¢



14

. Cable TV License renewal

to:
consultation-cabletv(@ofca.gov.hk
24/07/2015 01:34 PM
Hide Details
From:
To: consultation-cabletv@ofca.gov.hk

Disagree of renenwal Cable TV free License...

Can you tell me what Cable TV has done these few years after getting the license? Up to now we are
still stuck with TVB and ATV. ATV has almost no shows to watch, and I don't see why you are still
renewing their license? Their only channel or show that is more popular is horse-racing, other than
that, the channel is just crap.

I thought HK is against the idea of monopolized market, but right now it is the case, HKers are only
left with TVB orno TV,

Why not just give up wasting time and give the free license to HKTV? It's just wasting everybody's
time doing this.
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Renewal of the Domestic Pay Television Programme Service Licence of Hong Kong Cable
Television Limited

to:
consultation-cabletv@ofca.gov.hk
24/07/2015 11:11 PM

Cc:

Hide Details

From:

To: "consultation-cabletv@ofca.gov.hk" <consultation-cabletv@ofca.gov.hk>
Cc:

Dear Sir/Madam,

| really appreciate that the Hong Kong Communications Authority allows us, the users or non-
users of the I-cable, to have this chance to announce our opinion about "the Renewal of the
Domestic Pay Television Programme Service Licence of Hong Kong Cable Television Limited".

| am currently an user of I-cable pay television Itd. for more than 4 years. In these few years, |
encountered a lot of problems; such as, ‘

1.) The internet will shut down, meaning that | can not use for more than a day, and we, of course,
contacted the customer service of |-cable pay television, and they said "we didn't have any
construction on the matter of the internet around your area; therefore, it should not be
disconnected.

2.) l only have a budget to open an internet account and open a pay television. On day, [ want to
cancel the I-cable service, the nightmare begins. | tried to contacted the customer service to cancel
the service, and the telephone operator in the customer said "it is not our department to take of
the cancellation service, | will transfer you to the responsible department”. Then, | wait and the
connection of the communication disconnected. | contacted the I-cable service again, the
telephone operator did the same thing, transferring me to the responsible department, asking me if
| have a fax machine so that she could fax the cancellation form to me. | told them | don't have a fax
machine. Then, | asked can | visit your retail shop for the form, they said "we do not have the
cancellation form there, but application form. | felt very angry. Also, if | receive the faxed
cancellation form, | need to fax it back to them and | need to confirm that rather they receive or
not. | contacted them and of course need to go though the transferring step and when | asked them
whether they receive or not, they put me on hold and the connection of the phone between me
and |-cable telephone operator was terminated, meaning the phone line was cut. | didn't contact
them again as | needed to work tomorrow and the internet was back to normal. So, | still use the
service.

| really want to open another pay television account and internet account in a different
company. | really want to say that:

A.) Could the Hong Kong Communication Authority forces I-cable pay television limited to put
the cancellation forms in the retail shops? (If there is no more cancellation forms in the retail shops,
I-cable should print the cancellation form immediately as this is a after-sale service.)



Page 2 of 2

B.) Could the Hong Kong Communication Authority forces I-cable pay television limited to
accept the cancellation form from the I-cable retail shops? {If there is no I-cable retail shop, the
should open a service department to allow the customers to visit to hand in the cancellation form.)

My main point is, can I-cable accept the customer to cancel the service willingly by accepting
the forms and also hand out the cancellation form in the I-cable retail shop (or any service
department, just like some pay television companies will ask their customer to redeem their gifts
from a service department which they do not own the department, only pay for the service fees,
such as, if | win a usb, | can go to a place to redeem instead of visiting their retail shops.)

Again, appreciate much for allowing me to announce my wish though this powerful
communication.

Yours Truly,
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i |-cable

L %@ to:

consultation-cabletv@ofca.gov.hk

27/07/2015 09:32 PM

Hide Details

From:

To: "consultation-cabletv@ofca.gov.hk" <consultation-cabletv@ofca.gov.hk>

Dear The Communications Authority,

e

| am both a subscriber to | Cable (over 3 years) and PCCW NOW TV (over 5 years).

| am a proponent of having more cable providers of decent quality in Hong Kong for the benefit of
consumers.

Dollar-for-dollar, I-cable offers a better deal. PCCW NOW TV over the years have reduced their
number of English channels and replaced with more Mainland China content TV. One would think
that these English channels have closed but in fact | see them on I-cable. NOW TV sales tactics are
questionable and on a couple of occasions | had to threaten to take them to the Consumer Council.

Twelve years ago, | had i-cable. | cancelled in the end because | was posted abroad. | had no
problems cancelling the contract. But | have heard stories about people having tons of difficulty
cancelling I-cable. | had doubts when | decided to subscribe I-cable again a few years ago but they
sent a technician to my home, connected the signal (cable TV and broadband internet), showed me
that the signal was stable before they asked me to sign the contract. |thought it was fair. And the
cable TV signal has been stable since.

For me, |-cable is a fraction of the cost of PCCW NOW (over 40% savings per my calculation). |
slightly prefer the "home-made" contents of I-cable because PCCW NOW "home-made" contents
are always shown on another channel that | have to pay, before they show it finally on a channel
that | do no have to pay. My feeling is that PCCW NOW is trying very hard to squeeze every dollar
out of me.

Thanks for your time.
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to:

consultation-cabletv@ofca.gov.hk

28/07/2015 07:59 PM

Hide Details

From:

To: "consultation-cabletv@ofca.gov.hk" <consultation-cabletv@ofca.gov.hk>
Please respond to
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Public Hearing on the Renewal of
the Domestic Pay Television Programme Service Licence of
Hong Kong Cable Television Limited

RFRLERE 201547 A28 8)
Mei Foo Community Hall (28 July 2015)

Opinion Paper & B, &
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4 to:
consultation-cabletv@ofca gov.hk
30/07/2015 08:08 PM

Ce:

Hide Details

From:

To: "consultation-cabletv@ofca.gov.hk" <consultation-cabletv@ofca.gov.hk>
Ce:

To whom it may concern

| am an i-Cable broadband subscriber resided at . My home TV's reception is
connected to i-Cable's system instead of our building's own system because of the use of i-Cable’s broadband service.

RTHK is now on test broadcast, our building's system has been modified and can receive the signal, but i-Cable has not up-grated it's system and
notified our building's management that a charge of HK$6000 has to be paid by us if we want to receive the RTHK channels 31, 32 and 33.

As | have paid monthly fee for using the broadband service provided by i-Cable, thus my home's TV reception including the channels from TVB and
ATV's off-air broadcast and the close circuit TV system of our building is via i-Cable's system, therefore the claim by i-Cable in charging its subscribers is
unreasonable, it should provide normal TV reception for us as it has wtilized our building's network to provide its service, there's no reason that we have
to be responsible for the upgrade of i-Cable's system.

Under this circumstances, | suggest on the Renewal of the Domestic Pay Television Programme Service Licence of Hong Kong Cable Television
Limited, condition should be made to govern i-Cable in this aspect, that is whenever up-grating of it's reception system is needed, subscribers are not
responsible for the cost re up-grating.

| should be grateful if you can look into this matter in your earliest convenience as |-Cable is depriving it's subscribers' right.

Attached is the Record of meeting of the incorporated Owners of Lung Poon Court Block G dated 29 Dec 2014. In Paragraph 4.2 recorded the raply of i-
Cable to our regquest,



[Opinion received by phone by Office of the Communications Authority on 31 July 2015]

o renew licence with cable TV is a must,
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to:
~ consultation-cabletv@ofca.gov.hk
03/08/2015 01:41 PM
Hide Details
From:
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Re: ZRIFUNEEITRE S N EMEE KRS

to:

consultation-cabletv(@ofca.gov.hk
05/08/2015 12:19 AM
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From:

To: consultation-cabletv@ofca.gov.hk

English version:

Chapter 5 Unacceptable Products or Services

DOMESTIC FREE, DOMESTIC PA Y AND OTHER LICENSABLE TELEVISION
PROGRAMME SERVICES

Unacceptable Products or Services

1. Advertisements for products or services coming within the recognised character of, or specifically
concerned w ith, the following are not acceptable for inclusion in a licensed service:

(b) fortune-tellers and the like: this does not preclude advertisements for publications (whether
printed or otherwise) or pre-recorded information services (whether voi ce or data) on subjects of
general interest such as horoscopes, as trology, Chinese almanacs, fung-shui, etc;

http://www.coms-auth.hk/filemanager/common/policies regulations/cop/code tvad e.pdf
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. Hong Kong Cable Television - consultation

to:
consultation-cabletv @ofca.gov.hk
05/08/2015 10:39 PM
Hide Details
From:
To: "consultation-cabletv@ofca.gov.hk" <consultation-cabletv@ofca.gov.hk>
To whom it may concern,

fron s Roite Oalile Talavision | | i

Regarding the renewal of the domestic pay television programme service licence of Hong Kong Cable
Television Limited(the "Renewal"), I support the Renewal since Hong Kong Cable TV is a socially
responsible company, which provides satisfactory pay TV service to its customers.

Hong Kong Cable TV's news channel is professional. It does not take sides and tries every effort to offer
audiences accurate and live news via internet and pay TV. I cannot see any reason to deny the Renewal.
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g $§ Fw: Disruption of services
T 12: consultation-cabletv@ofca.gov.hk 06/08/2015 11:38 AM

consultation-cabletv@ofca.gov.hk
[J Urgent (] Return receipt (] Sign [] Encrypt [ Restricted [] Expand groups _

To whom It Concern,

I'm a household user of i-cable services for Cable TV, Broadband and phone line services for the last
6 years. The frequency of disruptions and the speed of getting this fixed by i-cable is just not
accpetable. In fact, these disruptions are getting more frequent in the recent 2 years. Ps see below my
latest complaint to i-cable. As a consumer, the stability and continuity of services is important and the
interests of conusmer is simply compromised when services get disrupted frequently while we are still
paying for services that are not working in reality.

One of the renewal criteria(s) to look into perhaps is the frequency of the service provider "down time"
and how fast they managed to recover the services.
For your consideration please.

Yours faithfully,

--- On Thu, 8/6/15, wrote:

> From:

> Subject: Disruption of services

> To: cs@i-cable.com

> Date: Thursday, August 6, 2015, 11:26 AM

> To Whom It Concern,

>

> I'm using your household bundle services of i-cable TV,

> Broadband and phone line services. The broadband services
> suddenly stopped yesterday and the phone line is also not

> working. I've called your customer service yesterday night,

> first with English option and no one answers after holding

> on for 15 mins. | decided to call the cantonese option and a

> customer service told me that the broadband services is down
> for some maintenance work and this approximately will take

> 4-7 days and ask me to call back if service does not resume

> in 4 days. As for the phone line, the customer service at

> first make an appoinment earliest availability next Tues

> evening (which means again | cannot use the phone for almost
> a weeek) and later called me back that the phone line is

> down and affected by maintenance work too and should resume
> this morning and asked me to call to make appointment to

> repair phone line if the line is still not working this

> morning!

>

> I'm very frustrated and disappointed with your services as



> this is not the first time that your services are not

> working. | have to call your technical team almost on a

> monthly basis to re-set the i-cable TV connection as this

> signal just went off. On average, | have to bear with

> broadband and phone line not working at least 3-4 times a
> year and usually takes me 3-7 days to get appointment to fix
> this. This implied for every down time, I'm still paying for

> services that are not working at all.

>

> I'm paying for services but your comany is not delivering

> the services that is as agreed. | can understand if the

> maintenenace work will last for a few hours but anything

> more than 1 day is simply not acceptable and while still

> expecting consumer to pay when the service is not delivered ?
> | deem this is a breach of the service contract by your

> company.

>

> Kindly look into this matter and if | do not get any

> response within the next 2 days, | will terminate your

> services.

>

> Regards,

>

>

>
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[Opinion received by email by Office of the Communications Authority on 6 August 2015]

Dear Sirs,

I write to complain i-cable charges their customers HK$ 60 for late payment of
monthly fee.One can imagine the monthly average charge of i-cable customers are within the
range of HK$ 100-450 or so...how can they charge so high late penalty if one pay a few days
or a week behind due date ! 1 find this is totally unjustified and would appreciate your side to
look into this particular at this moment i-cable is subject to renewal of licence !

Thank you for your kind attention !

Yours Sincerely
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; @ﬁg Public Consultation Exercise on the Renewal of the Domestic Pay
s Television Programme Service Licence of Hong Kong Cable Television
Limited

... consultation-cabletv@ofca.gov

B S 07/08/2015 06:13 PM

consultation-cabletv@ofca.gov.hk
[} urgent [] Return receipt [ Sign [ Encrypt [ Restricted [] Expand groups

Dear Sirs,

Public Consultation Exercise on the Renewal of the -
Domestic Pay Television Programme Service Licence of
Hong Kong Cable Television Limited

| proposed that conditions should be imposed to Hong Kong Cable Television Limited as follow:

(i) The service contract with customer should be of fixed period and the renewal of the service contract
upon expiry should only be effective by explicit written agreement by the customer

(ii) In addition of telephone hotline for the communication with customer to odmmunication on quality of
services, termination of account / contract, disagreement on overdue fees, e-mail address should be
provided for such communication.

(iii) Authorising debt collector to approach the customer should be stopped and debt collection should
be reverted to take legal action such as small claim tribunal or court action to pursue their debt claim
when the customer submitted a written denial of debt owed to them.

Al of the above proposal is to ensure that the service provider should take proper steps in doing
business.

Regards,
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Cable Tv need to provide more channel for the viewer to
cancel their subscription contract. Customer should be
able to cancel their contract verbally via phone or in
person at the service outlets and the customer service

hotline should be readily accessible in reasonable time.

The OFCA should include the above requirement into the
new licence as Cable TV has been failing to address the
issue and subject the customers who want to cancel

service into

hardship.
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BBARTRA RN 3 A & TRE B RBIEBABLARE

Public Hearing on the Renewal of

the Domestic Pay Television Programme Service Licence of

Hong Kong Cable Television Limited

AALEERE 201548 4 13 8)
Leighton Hill Community Hall (13 August 2015)

Opiniqn Paper & A&

Name # % :
Organisation [ ##/#4# :
f i o)
Y] (s fl &y
Please give your opinions ##% #H & & jf‘_' 4 '
i T % |‘ﬁl_'. A [‘“ __L.f.-', N—_ 2 U ,!""f\ N A4 g =+
i NS RIREC i &2 LAY MV 1/
B2 (ks €D 28 |
CJ] |{- J | /__.- j;r:}]{'{‘/ ’f/.:- ?; s

FHEREBARERNRR FHNIAA S

Please drop the opinion paper into the collection box or pass it to our staff
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http://cablenews.i-cable.com/....../index.php......

Please be informed all media employees have to improve as mentioned above and as
attached the Cantonese pronunciations.

Kind Regards,
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TESMER{ERY - 90962 /5T > FiAPY house prise S35 » /& (1 AEHEMH -

0% SMNERPIFEE R TS - A REEAE SR GUEETS  FeWET - BB
Should be /&7 housing market NOT ##7 building market becuase most properties over:
Correct phrase form Reuter
https://hk.news.yahoo.com/S=4{ {8 -2 BT EE A LSRR #7-123800155.html

https://hk.news.yahoo.com/4 i b &1 55 {E -0 B 75 15 i i - 165007033. html
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seas are houses NOT buildings!!!
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HP 2015 fE 8 A
21 HRZAHEZ
A @k » DI H
BERTRT O
ABRAZK -

I support the renewal of the domestic pay television

programme service licence of Hong Kong Cable Television

Limited for the following reasons:

1. Cable TV offers a wide variety of channels for viewers.

2. The 24-hour news channel, the entertainment channel,

and sports channel are my most viewed channels and the

programmes shown are of high quality.

3. Most of the programmes offered by Cable TV are meant
to satisfy the needs of paid subscribers and are not

politically motivated.
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I have been the customer of HK Cable TV for the last 20 something years. Although it's likely that I'll still
continue to employ their service, there are 5 issues which I would like to bring up hoping thatI'll get a
better service in the years to come:

1. Excessice Ads - I always consider a PAID Cable TV service should not have any Ads, which is true in
many countries. There is a growing trend that there are increasingly more Ads than before.

2. Lack of Freedom - Unlike other countries, HK Cable TV only allows you to watch programmes which
have been scheduled, and not programmes which you would like to watch at your convenience.

3. Giving false promise - Their sales would promise you anything but these promises simply disappeared
completely after you agreed to renew the contract. One good example is that they promise you to
change from credit card payment to payment on demand in the new contract yet no one would ever
follow up.

4. Evasion of rebate - HK Cable TV usually include some rebates, i.e. free monthly fees, after a certain no.
of months. Usually their sales would persuade you to renew the contract long before the current one
ends and those rebates are never carried forward into the new contract.

5. Difficult to terminate contract - this is publicly known and I won't go into details.
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[Opinion received by email by the Communications Authority on 20 August 2015] 77

Hong Kong Cable Television Limited

Hong Kong Cable Television Limited (HKCTV) does not use the In-Building Coaxial
Cable Distribution System (IBCCDS) of a building. It installs its own IBCCDS. When
a consumer subscribes to HKCTV, it transfers the TV wiring connection of the
consumer from the building’s original IBCCDS to HKCTV’s IBCCDS. But when the
consumer ceases to subscribe to HKCTV, it does not transfer the TV wiring
connection back to the building’s original IBCCDS, unless the consumer pays a huge
amount to HKCTV. So even if the consumer has ceased to subscribe to HKCTV, when
the HKCTV system breaks down (and this happens very often), the consumer cannot
watch TVB and ATV. Also, even if the consumer has ceased to subscribe to HKCTV,
he cannot watch RTHK, satellite television, closed circuit television, and all other
services carried by the building’s original IBCCDS. HKCTYV has the responsibility to
transfer the TV wiring connection back to the building’s original IBCCDS free of
charge, so putting the status back to previous, if the consumer ceases to subscribe to
HKCTV.

The above problem also occurs if a HKCTV subscriber moves out of a flat, and a new
tenant moves in, but the new tenant does not subscribe to HKCTV. HKCTV has the
responsibility to transfer the TV wiring connection back to the building’s original
IBCCDS free of charge, so putting the status back to previous, if the new tenant does
not subscribe to HKCTV.
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how do I look at cable pay service
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[ am a loyal customer. The way | look at cable pay service is :

The programming complaints are over 1700 and that is many folds over all pay television
services. The non-programming complaints are over 1500 and that is many folds over all pay
television services. Does the CA have a benchmark requirement ? Does cable pay service have
sufficient staff working on the issues, the complaints and the standards ?

What is the staff level of pay television service ? is cable pay service hiring sufficient staff to ensure
good service ?

The investment level of cable pay service is low and no more than 5 % increase. Would this
amount be able to ensure the licensing authority that the investment is sufficient to provide good
service ? | think cable pay service should be required to invest more money for its customers. The
monthly fee for the cable pay service has had now more than 5% increase since | joined the service
at beginning.

Is the licensing authority allowing cable pay service to not have even major sports matches but
keep its licence ? Many more sports matches are not with cable pay service anymore. |think cable
pay service should be required to have sufficient investment to invest in major sports matches.

Thank you for reflecting my way of looking at cable pay service.
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[Opinion received by mail by the Communications Authority on 24 August 2015]

The Communications Authority

c¢/o Office of the Communications Authority
20/F, Wu Chung House

213 Queen’s Road East

Wan Chai

Hong Kong

Public Consultation Exercise on the Renewal of the Domestic Pay Television
Programme Service Licence of Hong Kong Cable Television Limited

| would like to take this opportunity to express concern over Cable TV’'s customer
service.

Cable TV has been notorious for its poor customer service. Almost all its former
customers went through an unpleasant experience before they were able to terminate
Cable’s pay TV service. | was one of the victims. For years, | have been an i-Cable
subscriber. Like many others, it took me more than half an hour to get through on the
hotline. Then, the operator told me to complete a form and fax it back. Surprisingly,
Cable TV continued to charge me for the next month, which the contract was supposed
to have ended. After | managed to get through the hotline again, | was told that they
had never received the form.

| am sure that it is merely the tip of an iceberg. Your Authority should be well aware of
the seriousness of the problem. The newspaper once said that the majority of public
complaints lodged to CA against pay TV in the past few years were directed at i-Cable.

It is an issue of public concern and it is time for the CA to review that matter.

Sincerely yours,
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[Opinion received by phone by Office of the Communications Authority on 22 September 2015]

Ms Chow was selected as the respondent of opinion survey on the
domestic pay television programme service of HKCTV and completed
the interviews few days ago. However, she would like to further express
her opinion over the sales practice of HKCTV.

Ms Chow was a subscriber of HKCTV over ten years and she
recently had renewed her contract in September 2015 for 2 years with 193
HKD per month, and there were two tailor-made combinations of
channels. She learnt from his son and her friend that they had also joined
HKCTV’s service in July and September 2015 respectively. However,
their offers were 3 years contract with 193HKD per month and there were

3 tailor-made combinations of channels which were different from that of
Ms Chow.

Ms Chow called the customer service of HKCTV and they
explained to Ms Chow that the difference of offers was due to HKCTV’s
internal policy as old subscribers could only renew their contracts for 2
years while new subscribers could sign the contract up to 3 years.
Customer service of HKCTV also told Ms Chow that the offer of 193
HKD with two tailor-made combinations of channels was already the
cheapest for old subscribers.

Ms Chow was not satisfied with the sales practice of HKCTV and
the way HKCTV treated its old customers.



