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I'm against its renewal

) consultation-pécwmedia@ofca

o gov.hk 31/10/2013 08:27 PM

From:

To: "consultation-pccwmedia@ofca.gov.hk" <consultation-pccwmedia@ofca.gov.hk>
Please respond to
[ 1Urgent [] Returnreceipt []Sign [ Encrypt [ ] Restricted ["] Expand groups

if there is no need for a third free TV station, which | totally disagree with the
government's decision, | see no point of granting a paid-tv license to a company that
already has a free-tv license. Besides, the programs on PCCW's paid-tv are mostly
bought from overseas which is not helpful in the development of quality Hong Kong
program.
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Domestic Pay Television Programme Service Licence of PCCW Media -
Limited
i ;:}znsultatlon-pccwmed1a@ofca.gov. 01/11/2013 05:01 PM
From:
Ta: consultation-pccwmedia@ofca.gov.hk
[l urgent [ Returnreceipt []Sign []Encrypt [] Restricted [ ] Expand groups
OFCA

20/F, Wu Chung House
213 Queen’s Road East
Wan Chai, Hong Kong
Dear sirs,

RE: Domestic Pay Television Programme Service Licence of PCCW Media Limited

Why are we being consulted on the caption and not on whether HKTV should be given their free-to-air
license? The consultation process is a farce and important decisions are made without public
consultation.

For the records, | wrote to LEGCO in October with the following communication:-

HKTV

As a member of the public, the denial of a free-to-air license to HKTV is of the gravest concern to me.
Freedom of speech is one of Hong Kong’s cornerstones, our loss thereof would be like a professional
athlete losing his legs. The clandestine approach the administration took and the PR that followed
were both unsatisfactory. They appear to be the work of a communist organisation; surreptitious and
underhanded.

| am extremely dissatisfied with the government's denial of free-to-air license to HKTV. Reversal of the
decision is the only course of action that can restore our faith in the system.

Best regards,
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!Eﬁﬂﬂgzﬁﬂbl&i!ﬁ% BB IR, ZAER

gsnhs;ﬂtahon pccwmedxa@ofca g 02/11/2013 06:56 PM

w:

From:
To: "consultation-pccwmedia@ofca.gov.hk” <consultation-pccwmedia@ofca.gov.hk>
Please respond to
[ ] urgent [ ]Returnreceipt []Sign [ ]Encrypt [ Restricted [ ] Expand groups
e R

—EERE A EUERIE | R/DEH BN
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consuftationipccwmedia@o
o _
fca.gov.hk

03/11/2013 10:53 PM

From:

To: consultation-pccwmedia@ofca.gov.hk
L] Urgent [ ] Return receipt [ ] Sign [ ] Encrypt [ ] Restricted [ ] Expand groups

RRAEABNELTEAES , ZRALEINow 5118 Animax )N FBX A TS A
EREE(EEFEAEFRE)

FEEENowiR R 7T MR{E R 228 N E (Reference: )
BEAEREERRRBRESH
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comments. about now-tv
o consultation-pccwmedia@ofca.gov.h
"k

03/11/2013 10:55 PM

From:
To <consultation-pccwmedia@ofca.gov.hk> -

L] Urgent [ ] Return receipt [ ] Sign [ 1 Encrypt [] Restricted [] Expand groups

Dear sir/madam,

I've some comments about the now-tv, can all those channels like news and finance
channels that produced in HK broadcast in the resolution of 1080 x 1920?

Also, the other channels that they held, can they also have the highest resolution like 1080
x 1920, e.g. the NHK Premium, FX Crime, etc.

Since most of the other channels in Japan or US are already in HD format.

Thanks!
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BEREPRRER
: consultation-pccwmedia@of 04/11/2013 10:34 AM
ca.gov.hk '

Fromy:
To: "consultation-pcowmedia@ofca.gov.hk"” <consultation-pccwmedia@ofca.gov.hk>

Please respond to 4

[J Urgent [ ] Return receipt [18ign [] Encrypt [ ] Restricted [] Expand groups

IREF:

ANRERERAME B HRBEEEHZ R R R AT B Gnow
tv, R 2 A FIER T A EE 0 AE AT 811 H AU REBARE, i — L R R | SPCHIAY BE B 7R H AR -
EE - ERER /NERRRERNIERER iR B EMN RS T S BB AR A R
REBTHRIEX - BUF— 7 EEET RS BUEE), (8 A2 i R B R e i 2, 5
AT RERERR T T REIE B A Eh Ry SRR ?

BN ERI AW RS RE B AV E R B AR USRI R BB R RIR 2 THE
R T EEEE TERGMNVREER B E SR BRI REESE L SFK
Mo RARSRE??
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HERSBNABERBEABRERRABER

o consultation—pccwniedia@ofca.gov.
" hk

04/11/2013 08:07 PM

From:

To: "consultation-pccwmedia@ofca.gov.hk” <consultation-pccwmedia@ofca.gov.hk>
L] Urgent [ ] Return receipt [] Sign ] Encrypt [ ] Restricted [ ] Expand groups

BRER A E BRI FTHREEEINOWTV HDENOWTV Super HD, HRIZEIR G EE
FME, RAREREAMNEATE MENERERERNSFFHELZ

(1) NOWTV HDFriRtiFmlm A B B E 2=, BEE W HBUR TR, H R ARAHE
F EREE!

(2) ZFNOWTV Super HDERF /MBS LR EEE EEH, EHARERNEBRBNE
BEENEEIEE S FHELEEF, NOWTV Super HDEHE ZHBLLEMIRE! B
EFRAR Kool B AR B9 RS _E"Super HD" MM B E R H AR08, HE B A FEN A

HEEA BRI SEFIFE AR

S5 H, HRE ARG E RN EBERTS, ERHSEEN—E FILHRBESRE
Hgheny, —HEEMIA, RRE THRZAR, #H!

Regards,
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Fede ¥ nowTV MY RS EEIR R o H45 nowTV 1Y% PRS2
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56 o f AN EE now TV EHEERES - 15 nowTV KBE » MESKNE
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BAEBERERL A4 MG RERLE REERREL RER

- consultation-pccwmedia@ofc
" a.gov.hk

06/11/2013 02:12 AM

From:

To: consultation-pccwmedia@ofca.gov.hk

[] Urgent [ ] Retumn receipt [ | Sign ] Encrypt U] Restricted [ Expand groups

THEFPCCWRME HE B 2B 50 WHE O MIFHE RBTR ARNA
BRBEEZEE HEFEL WANWRT ATEEANEFAREHAS(GHZERRER)
BAPCCWE RS HER MR BUEHKBER SR RABKEEHRR
PCCWEREE T HEBNFEM TS

RAEEREREACSHABBERATHKV)RFRBERREER AAREBHKIVIRHAEERZE
REBBTERME

ESEatl
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PCCW
- consultation-pccwmedia@ 06/11/2013 02:25 PM
ofca.gov.hk

From:
To: "consultation-pccwmedia@ofca.gov.hk” <consu|tation-pccwmedia@ofca.gov;hk>

Please respond to

[ JUrgent [ ] Return receipt [ ] Sign [ ] Encrypt [ ] Restricted [ ] Expand groups

REREERE BEES

AR B R R R E R E
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Feedback for PCCW on service *
o Pcew-customercareoffice

07/11/2013 12:24 PM

" @pcew.com

ce: consultation-pccwmedia@ofca.gov.hk
From:
To "Peow-customercareoffice @pcew.com” <Pccw-customercareoffice @pccw.com>
Ce: "consultation-pecowmedia@ofca.gov.hk”

<consultation-pcowmedia@ofca.gov.hk>

[} Urgent [ ] Return receipt [ ] Sign [] Encrypt [ ] Restricted [ ] Expand groups

Dear PCCW/ Ms ,

Please see below for our input to the PCCW consultation. We live in Wang Tong
Village Mui Wo. Our internet service was broken again yesterday. This is the 9th
time it has broken since we moved in in 2011. | work from home my business is
affected each time it breaks down.
We have a Max internet speed of only 3mb and once the Now TV is on this is
more than halved. This is just not acceptable for the price we pay, given that
it is faster in most other areas around Mui Wo, and even in other areas of
Wang Tong.
I have tried to make formal complaints around 3 times before and PCCW
have each time refuse to accept these.

Our PCCW account number

The Internet and now TV has done down around 9 times since we set it up in

2011 and this instability means that it is tricky to work from home sometimes,

which affects our business.

In September 2012 the internet went down 3 times and finally PCCW came in
-early sept 2012 and did nothing to fix this in the house.

It was down for a full week from late sept 2012 to 5 oct 2012

| complained again on 3" Oct 2012, spoke éventually to the duty
manager

| tried to make a formal complaint but PCCW refused stating | had to
complain again after the technician visited

The technician came Friday 5" oct 2012 and changed the modem, and it
stated working again

We discussed the connection speed, why only 3mb per second.... In tai tei
tong 8Mbps, in Wang Tong house numbers #3-20 6Mbps, why only 3mb
here?

They say it is something to do with the old cable, and | have asked how to
improve this as not acceptable for the money we pay, particularly given that
other households in the area have faster speeds for the same price



The technician said he would talk to his supervisor as another team is
responsible for the connection speed

He advised to turn off now tv when using the internet as this improves the
speed, checked this on www.speedtest.net and it was 3Mbps with the nov tv
off nd 1.25Mbps with now tv on -

We never heard back from his supervisor as to the slow speed or to how to
improve the cable.

It is ridiculous to pay so much for the internet and now TV given the slow
speed. It is so slow that the services offered with Now TV are not possible to
access, such as the TV on demand services that we have no choice but to
pay for as they are part of the package.

There are no other service providers so we have no choice but to use PCCW.

I have never come across a company with such bad customer service as
PCCW given the monopoly they have and the price we pay. | must have
spent over 10 hours on hold trying to call PCCW over the last couple of years
with no real improvement of service.

In 2013 the price for Now TV and the internet was increased significantly
(around 70% | think) and we actually had a decrease in service quality.

It is urgent that they put in better infrastructure e.g. New Cables to justify the
price we pay
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PCCW
o: consultation-pccwmedia@ofca. 07/11/2013 09:47 PM
gov.hk
From:
To: consultation-pccwmedia@ofca.gov.hk

L] Urgent [ ] Return receipt [ ]Sign [ ] Encrypt [ ] Restricted [ ] Expand groups

To whom it may concern,

The pay tv channel had been offered to the public since 2003. However, the price is often the
concerns for civilian to join them.

Is the price affordable for the public?

Pricing is one of the most important role for all cooperate. Pccw often being stereotyped as one of the
most expensive pay tv channel in Hong Kong and somehow this is a true facts.

They offered channels that aren’t popular to the civilians except the soccer channel. The price will
often inflate once the soccer league starts which is totally unacceptable.

The pcew should set a reasonable that civilians be able to afford.

| strongly suggested that a reasonable pricing pay tv channel can benefit our society.

Thanks
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BERENERSRA ARG G REEL B REEE RN L RREHE

- consultation-pccwmedia@ofca.g
" ov.hk

07/11/2013 10:20 PM

From:

To: "consultation-pccwmedia@ofca.gov.hk” <consultation-pccwmedia@ofca.gov.hk>
[ ] Urgent [ ] Return receipt [ 1 Sign [ ] Encrypt [ ] Restricted [ ] Expand groups

WEERFELERIES - RS EFHEIEHIERIR D488 Modem > =M wifi Y
router BAE—#E - BIEREH - M EITECERBEZIEE] - ABEMEIRET - R T HE
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BRBRMREW
o cr:);suttatton-pccwmedxa@ofca.gov 08/11/2043 12:41 PM
Fron:
To: consultation-pccwmedia@ofca.gov.hk

[ Urgent [ ] Returnreceipt [ ] Sign [ ] Encrypt [ Restricted [] Expand groups
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&, AEEREME?
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o consultation-pccwmedia@ofca.gov.hk - 08/11/2013 11:34 PM
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To: consultation-pccwmedia@ofca.gov.hk

L] Urgent [ Return receipt [] Sign L] Encrypt [ | Restricted [ ] Expand groups
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NowTV complaint

_ consultation-pccwmedia@ofca.gov.h

tc}k

09/11/2013 11:02 AM

From:

To: consultation-pccwmedia@ofca.gov.hk
[ ] urgent [ ] Return receipt []Sign [1Encrypt [ ] Restricted [ ] Expand groups

To the Communications Authority

| would hereby like to complain about the poor service we have been
receiving in the Ham Tin, Pui O, Lantau island area. We have had
umpteen problems with poor reception and service that I've aimost
given up calling the service hotline. We have been paying for a
'service' for the past few months that hasn't been delivered.

At present our Now TV is unserviceable yet again. If something is not
done about this in the near future V'll be canceling our subscription.

Regards
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REBARNERERLE (ERRF) 2t BRERL E B SR

o: consultation-pcewmedia@ofca.gov.hk 10/11/2013 10:25 PM

From:

Tor <consultation-pcowmedia@ofca.gov.hk>
[ Urgent [ ] Return receipt [] Sign [] Encrypt [] Restricted [] Expand groups

s
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BERERNERERA AT RBAL B EERRRABLRES ~
g consultation-pccwmedia@ofc 14/11/2013 08:20 PM
a.gov.hk
From:
To: "consultation-pccwmedia@ofca.gov.hk" <consultation-pccwmedia@ofca.gov.hk> )

Please respond to
[ ] urgent [ ]Returnreceipt [ 18ign []Encrypt [ ] Restricted [ ] Expand groups
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_ consultation-pccwmedia@o

" fca.gov.hk 11/11/2013 10:44 PM

to

From:

To consuitation-pccwmedia@ofca.gov.hk

[ Jurgent [ ] Return receipt []Sign []Encrypt [ ] Restricted [ ] Expand groups

RERBEXHBEERTHRERREET,
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HREREN KRERRE |
o consultation-pccwmedia@ofca.go 111112013 11:47 PM
v.hk
From:
To: consultation-pccwmedia@ofca.gov.hk
[] Urgent [] Return receipt L] Sign (] Encrypt [ | Restricted [ Expand groups
BUBFR :

BARER  FAKEERR  cRBRTRERREXER  BERENEHERE
FOERHMEALBERRRES , T2 THRMEMNER  BRSEREM ,
REARBRERGTRRAEE , TEHTEREE , Bi£8A , BRAMNWEERE
TERWE ?

REXRBREUREAER K BEBTERETERER HNechERGBEEEMER,

PHE
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ERERENURELRAR 5
- ginsuitat;owpccwmed|a@ofca.gov. 111112013 11:23 PM
From:
To: "consultation-pccwmedia@ofca.gov.hk™ <consultation-pccwmedia@ofca.gov.hk>
Please respond to
[ ] urgent [ ] Return receipt [ ]Sign [ ] Encrypt [ ] Restricted [ ] Expand groups
BOBAR :

HEARER , FAKKRRE  <EREOTHERRXER  CERENEHERE
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My views on PCCW Media

. consultation-pccwmedia

o @ofca.gov.hk 13/11/2013 05:24 PM

From:
To: "consultation-pccwmedia@ofca.gov.hk" <consultation-pccwmedia@ofca.gov.hk>
Please respond to
[ 1 Urgent [ ] Return receipt [1Sign [ Encrypt [ ] Restricted [ Expand groups
Dear Sir/Madam,

I am writing this email just to express my views on PCCW Media. As a TV viewing
lover, | am quite satisfied with the overall programme quality of PCCW Media
offering so many choices of different type of programmes. In particularly, | like
PCCW NOW TV provides so many different kinds of Sports, movies , documentary
and life-style programmes.

In terms of programme and advertising standards, | rank both are in a high standard.
If | can make a suggestion, | enjoy the inter-active functions PCCW Media is offering
with its good pay TV system. | hope PCCW would continue to explore, develop and
provide the technology (which Free TV can not provide) and more inter-active
functions for the viewers.

Kind regards,
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Objection to the Renewal of the Domestig Pay Television Program
Service License of PCCW Media Limited

Stifle competition
Hong Kong Television Entertainment Company Limited (HKTVE) under the
umbrella of the PCCW Group has been granted the free television program service

license in principle. PCCW owns both domestic free and pay television license may

have stranglehold on the television market.

Tariff increasingly pricey
Since subscribing to PCCW pay television service for about 10 years, tariff has been

adjusting only upward in every renewal.

Penalize incumbent customers

No discount for existing customers but newcomers.

Discriminatory Pricing
Tariff is not charged fairly in different market segments. Only customers in public

housing can enjoy discount rates.

Coercing customers into subscribing Barclays Premier League (BPL) service
Customers used to subscribe Fox Sports and Star Sports independently regardless of

other sports channels. Coercing customers into subscribing BPL service, PCCW has
rescinded the said arrangements, and imposed a sports combo of 17 channels on
intended customers neglecting theirs preferences. Customers’ right of choice are

dreadfully compromised and trammeled.

Shriveling complimentary channel - “now 100 Hong Kong”
“now 100 Hong Kong” used to be a paid chamnmel. Paid channels: “now 1017, “now

Entertainment”, “now Mango”, and “now HaiRun” were established eventually,
ever since “now 100 Hong Kong” was changed to a complimentary one. Input of
resources into the production of “now 100 Hong Kong” has been reduced
tremendously. At present, most programs broadcasted in “now 100 Hong Kong” are
replays of “now 101” channel. Complimentary channels also demand investment to

ensure innovation and quality.

Views Submitted by:
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Public Hearing for the Renewal of the Domestic Pay Television Programme
Service Licence of PCCW Media Limited
Leighton Hill Comm;nity Hall (November 14, 2013)
EMBAEAA RN AR R ERG BRBFERE 2B

RFELBEESE Q0134511 A 14)

Opinion Paper & R,

Name #.4% :

Please give your opinions ## H &R :

%

BHERABNREANRR THAIMEAR

Please drop the opinion paper into the collection box / pass it to our staff in hall

st
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Public Hearing for the Renewal of the Domestic Pay Television Programme ™
Service Licence of PCCW Media Limited
Leighton Hill Commimity Hall (November 14, 2013)
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Opinion Paper & 8, 4

Name # 4 :

Please give your opinions &M &R :
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Please drop the opinion paper into the collection box / pass it to our staff in hall
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Public Hearing for the Renewal of the Domestic Pay Television Programme
Service Licence of PCCW Media Limited
Leighton Hill Communitf Hall (November 14, 2013)
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Please drop the opinion paper into the collection box / pass it to our staff in hall
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Service Licence of PCCW Media Limited
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Please drop the opinion paper into the collection box / pass it to our staff in hall
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PCCW performance.
fon- i fca.gov.h
- ;onsuitatlon pcewmedia@ofca.gov ASMAR013 01:53 PM
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To: consuitation-pccwmedia@ofca.gov.hk

] urgent [ Return receipt [_] Sign ] Encrypt [ | Restricted [} Expand groups

Dear Sir or Madam,

My experience of dealing with PCCW has been nothing but dreadful. They
are quite

literally the worst and most dishonest company 1 have ever dealt with.
They are deceptive and sneaky in the way they deal with their customers
and the service is

pathetic. (Try calling the 'Hotline")

| have been asked to pay for items that do not work, for thmgs i did

not ask for and locked into contracts

even where | just move a {elephone line. My bill have progressively climbed.
They placed two identical decoders in my flat stating that one was free
and then later charged

me for the 2nd unit showing mostly the same channels as the first on the
same TV. :

When | refused to pay they threatened to iake me to court unless | paid
the bill for 2 years ahead or HK$5000+

They also bundled the Internet so that when | refused to pay for
something that | did not ask for,

i.e. a 2nd decoder on the same TV they

then switched off my internet even though this is paid up to date.

When you try to reason with their sales depariment it is impossible and
they get quite rude,

| have asked to see copies of the contract for the 2nd decoder (The
original contract was signed by my wife)

but they say this is confidential within the company. The reason is it
does not exist as we only signed for one.

They list out the channels for the first decoder on the bill but not for

the 2nd one even though | have asked many times

because they know it would show the same channels.

The 2nd decoder has not worked for about 6 months and anyway | never
used it as its the same as the first.

My bill is around HK$1000 per month in total.

I have not heard anyone who likes their service.

Do not renew the licence. They are awful.
Allow a new company to come in — PLEASE!

Thanks
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Regarding the license renewal for PCCW
... consultation-pcewmedia@ofca.gov.
(S hk i

18/11/2013 09:08 PM
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To: "consultation-pcewmedia@ofca.gov.hk” <consultation-pcowmedia@ofca.gov.hk>
[l Urgent ] Retum receipt [ | Sign _B Encrypt [ ] Restricted [ | Expand groups

Dear SirfMadam,

As a consumer of PCCW Now TV service, | am appalled at how PCCW is charging for their services.
Essentially, PCCW advertised A Ia carte service is not available for costumer who wishes to but a
single or specific channel only. We are now forced to pay for a package price even if the package
contains many channels that | have no interest in watching. Typical example, is Now TV sports pack
where they have included the Barclay Premier League intone Sports pack forcing consumers to pay to
watch football even if they have no interest in football.

As the Communications Authority, you have a respensibility to safeguard consumers interest and to
promote fair business practices. PCCW is acting in self interest only, and the consumers are penalized
by having to pay more to watch TV programs.

I would advocate that as a government body you should put a stop to PCCW business practices of
gouging the consumers, and do away with exclusive content licensing like the Singaporean
Government who truly looks after the interest of the public. PCCW license should not be renewed
unless public interest is protected.

Sent from my iPad
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FW. License Renewal PCCW
. consultation-pcowmedia@ofca.gov
©.hk

24/11/2013 10:03 AM

From:

Ton "consultation-pcewmedia@ofca.gov.hk" <consultation-pccwmedia@ofca.gov.hk>
E, Urgent [_"_'ErRetum receipt DSEQQ {1 Encrypt E]Restricted ] Expand groups

I understand that OFCA is currently inviting comment concerning the performance of PCCW
NowTV (Pay Television License). As a subscriber of NOW TV, | have the following
observations and comments.

1. 1 strongly suggest PCCW allows for major sports events (short duration) to be subscribed
on an "event to event" basis {eg Cricket the Ashes event or Rugby World Cup event}, rather
than forcing a subscriber to pay for a channel for one year. Not only PCCW is effectively
stretching out my overall subscription unfairly {as every additionally subscribed channel has
a different expiry date), it is also forcing me to pay for contents that | don 't need (basically a
penalty for liking sports).

May [ also add that while | was living in Thailand and Singapore, both pay TV operators
(True Corp and Starhub) allow event only subscription. It is clearly a case where the
subscriber agrees to pay for the event, the operator turns on the signal, then turns off the
signal when the event is over.

Frankly | don't like to be held hostage by NOW TV this way. | like to have choices.

2. 1 would like to see less English channels being cancelled {such as MGM).

Please take my observations into consideration.
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Feedback on the Extension of the PCCW TV Service License
- consultation-pcowmedia@ofca.gov.

25/11/2013 11:54 AM

" hk
From:
o consultation-pcewmedia@ofca.gov.hk
[Hurgent [ Return receipt [ sign ] Encrypt [ ] Restricted [} Expand groups
Dear Sir,

{ wish to provide feedback on the provision of TV service by PCCW Ltd.

My wife and | are residents of South Lantau and receive a basic TV service from PCCW in addition to
broadband services.

PCCW currently provides a 8Mbit/sec service in my location along with TV service. The available
bandwidth on this line when TV service is enabled drops to about 3 MBit/second. Even when TV
service is not enabled the Bandwidth is 7Mbit/second at best.

1 would like to see PCCW be required to improve its residential broadband service to South Lantau
locations and provide the same level of service at the same price to rural focations in HK that it does to
urban areas.

The most recent survey of OGCIO suggests that the average access speed to the Internet in HK is
over 56Mbits per second. Since we are unable to get service above 3Mbiis/second from the only
setvice provider in South Lantau when using TV service | believe that the infrastructure required
needs {o be upgraded to enable ali residents to enjoy this service.

} would be grateful if you consider this input in your review of the TV license.

With regards,
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Comments on PCCW experience
_ consuliation-pcewmedia@ofca.gov.

o hk 26/11/2013 05:04 PM
From:
To: consultation-pccwmedia@ofca.gov.hk
{ ] Urgent (3 Return receipt [ ] Sign [ Encrypt [} Restricted [ ] Expand groups
Dear OFCA,

Please see below my comments regarding PCCW's pay-tv service.

| have been a subscriber to PCCW's NowTV service for over 10 years and currently
have 3 installation addresses under my control. | am very familiar with their service,
and | have constantly been giving them feedback on the items listed below but |
have never had any satisfactory solutions.

1. Monopolistic pricing practices - because there is no competition for the English
language and Sports packages | am interested in, | do not have an alternative to
PCCW (Cable TV etc do not have the content | require). As such PCCW increases
my package price at every contract renewal, which is contrary to other service
providers such as mobile phones who can offer more for less money. The Sports
package is particularly unreasonable, since PCCW won the tender for the English
Premier League and they are covering this cost by raising the price of the whole
sports package. | am not interested in football nor the poor content of Now Sports
1-7. | only require the independent channels Star Sports and Fox Sports. However
PCCW will not allow me to get these 2 channels unless | get their Now Sports
bundle and the price increase is unreasonable (around 100% for the sports
package). As a result | had to cut the sports package on one of my accounts, and |
fear | will have to cut it again upon renewal of another account.

2. Poor broadcast quality - the audio and video quality of NowTV non-HD channels
is very bad, much worse than TVB/ATV terrestrial channels. PCCW constantly
promotes itself as a high tech company, but their product is much worse than other
broadcasts in HK and overseas. Besides picture quality, the video signal is still
broadcast in 4:3 ratio, instead of 16:9 widescreen. Al TVs sold today are 16:9, and
the majority of users who can afford PCCW's service are most certainly using 16:9
TVs, so why do we still have to view the NowTV signal with black bars top and
bottom? if we use the "zoom" function of our TV or the NowTV decoder box, then
the picture quality deteriorates even further and we often lose the chinese subtitles
at the bottom. This is clear evidence of not keeping up with technology which is over
10 years old, and yet PCCW still promotes itself as a high tech company.

3. Excessive advertising - despite collecting relatively high monthly subscription fees
from users, PCCW still has too many adverts on their channels, especially in the
middle of live sporting events such as Formula 1. PCCW clearly is not operating a
healthy business if they have to sell so much advertising on their channels.



| hope my comments will be useful in your evaluation of the renewal of PCCW's
license. | strongly believe they need to improve their service to compare with other
cities such as Singapore, Tokyo and London.

Regards,
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PCCW licence renewal
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PCCW
itation- i .gov.
to: ;:nsu NG G aRigoica. gy 28/11/2013 06:28 PM
From:
To: "consultation-pcowmedia@ofca.gov.hk”™ sconsuliation-pcewmedia@ofca.gov.hk>

[ urgent [ ] Retum receipt [[] Sign [ Encrypt [ Restricted [ ] Expand groups

To whom it may concern,

| am writing to complain on the atrocious service being offered by PCCW to residents in Sth
Lantau.

Living in the 21st century,! cant believe the service being offered by the ONLY provider in
our area.

There company continues to offer below par service,atrocious infrastructure,and
DANGEROUS work ethics!!

On 2 occasions we have had salesperson claim they are Technicians to enter our home.

These salespersons show no id and inform us that our service requires fixing, they then
enter the home and browse our nowtv box,then try and sell us other products.

| have raised this issue with pccw the 1st time this happened, and was advised this wont
happen again,yet it DID!!
{ am aware this practice is still happening.

t am now happy ,l can write my objections in about this particular practice, importantly if
anything happens within my home ie my family pressured,feel threatened etc, | can now
take action against your government committee.

| am also aware other residents will also take up action towards the government
committee,

All we want is accountability from your committee and pcew.
Finally | cannot believe the lack of infrastructure that is offered by pcew.

Qur home continually loses internet connection , then takes days for rectification.
Routers etc continually need changing,

|- am still waiting for a slot to be added to our home,this was 3 WEEKS ago and still no
response.

Internet speeds are well below par,something that is un heard of in the western world.

Prices are raising but no improvement, this is totally unacceptable being a permanent
resident and tax payer. '

PCCW need to get there act together or other companies should be given the chance to
compete.

Best regards
Frustrated Sth Lantau resident
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PCCW re-newal of PayTV license
" consultation-pccwm
” edia@ofca.gov.hk

29/11/2013 01:54 PM

To consultation-pccwmedia@ofca.gov.hk

.l Urgent [7] Return receipt ] Sign [] Enerypt [ Restricted ["] Expand groups

Generally the content and service of PCCW Media's nowTV platform is of a very
high and impressive standard.

A couple of areas of concern would be :

1. The difficulty for a subscriber to change the choice of channels mid-way through a
contract. PCCW use the opportunity of a subscriber wanting new or different
channels to re-negotiate a long term agreement and 'tie-in' the subscriber for future
months or years. This is particularly an issue with the high number of transient
residence in Hong Kong - who may not be able to benefit from a longer term
arrangement. :

2. When cancelling your service it is very difficult to get hold of the right (or any)
person who can activate a cancellation. And failure to pay a months subscriptions
(even if you have informed PCCW that you no longer want the service) can result in
a credit agency chasing for 'over-due' payments.

3. The use of credit agencies to chase bills is not something | would want PCCW to
continue with

4. The packaging of channels is very confusing and leads to the requirement of
subscribers and potential subscribers having to engage with sales staff who very
often use this as an opportunity to come to yor house and pressure you to buy
additional products or services (as as an additional modem or faster broadband} in
addition to additional channels

5. Pixalation and screen freezing - especially on live action and sports channels, is
still an issue '

6. More information and promotion on "Player” services {such as FOX Sports Player
or HBO GO) in English would be appreciated.

7. More information and promotion on discounts for bundled services (Broadband,
mobile and TV) would also be helpful

8. Choice and variety of channels is pretty good (especially compared to the other
PayTV operators) but more local channels or channels with local relevance -
especially for children and families / activities etc. would be good

Thank you for this opportunity to feedback.
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Comments fo now -tv, PCCW
_ consuitation-pcewmedia@ofca.gov
" .hk

to 02/12/2013 12:00 AM

From:

To: consuitation-pccwmedia@ofca.gov.hk
[ 1 Urgent [ ] Retumn receipt [ 1sign [ | Encrypt [ ] Restricted [ ] Expand groups

Dear sirs/ madams,

I find now-tv :

Do not have qualified tv broadcasting supervisor because during these 2 yrs.,
there're at least 2 times that live coverage ATP tennis matches were cut the final
last few games and couldn’t broadcast the whole match properly { ATP Madrid
~2012 the match that F. Lopez finally lost )

&

a ATP world tours final match on Nov this year that the 1st three games of 2nd or
3rd set of an imp't match of Federer was not broadcasted but just showed us a
soccer highlights !

- both on now 636 channel 1l

And also, when now technicians were sent to my home to do on-site modem
checks, they always didn't have proper identity cards to show !

Rgds.
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Re: ‘Efnow TVEIES

22/02/2014 1105 AM
Ce:

Hide Details

Follow Up:

Normal Priority,

History: This message has been replied to and forwarded.
Dear ;

Since the Authority is conducting an assessment of NOW TV's performance - you may wish to advise its leadership of some
of the unethical practices NOW TV has resorted to in turning the subscribers into ATM's for their profit » Their abuses
include the following incident which happened to me personally

Atone time » [ decided to sign up as a subscriber replacing my wife - A PCCW agent came to my home to complete the
paper work + Months later » we discovered that NOW TV had been deducting double payments for both me and my wife -
even though the TV services were the exact same contract » Their excuse for double —charging was that - technically » my
wife did not cancel her contract when I signed up « After vociferous protests + NOW TV finally agreed to only penalize us
for two months for this technicality + which was their oversight when they signed me up | You call this responsible
corporate behavior ? It is highway robbery + if you ask me -

1 heard so many horror stories of subscriber abuse » Viewer anget is boiling over < It is time the Authority stop abdicating its
responsibility to the viewing public » and not hide behind the lofty — sounding but misguided idea of “letting the market drive
the process” ¢ Right now + it is a no man's land » in which the pay —TV owner has unfettered freedom to exploit his
helpless customers © We need help fast = In an unregulated environment - only the faw of the jungle applies » with the big
beast getting its way each and every time -

A reply would be appreciated -
With best wishes »

Sent from my iPad




South China Morning Post

Pay-TV subscribers need a champion of their consumer rights

Monday, 24 February, 2014, 2:52am
Comment > Insight & Opinion

Philip Yeung

Philip Yeung laments the fact operators are allowed to restrict viewing
choices with impunity

Everywhere else, the consumer is king. Here, he is more like a sucker with little to fall
back on except the principle of "buyer beware", thanks to the "little government, big
market” philosophy much favoured by the Donald Tsang Yam-kuen administration.

The mainland may have toxic products but at least it provides fair pay-TV services. Here,
the market is dominated by i-Cable and Now TV, with 1.08 million and 1.16 million
subscribers respectively. They are locked in a battle for the local couch potato.

Their weapon of choice is the broadcast rights of the English Premier League games.
These rights swing back and forth between them. Now TV won the latest bidding war,
reportedly paying nearly HK$1.5 billion for three seasons starting last year. And guess
who ultimately pays? As a Chinese proverb says, "The wool comes only from the lamb's
back". Like lambs, we are ripe to be fleeced.

Pay TV comes under the Office of the Communications Authority, which defines its role
and function as enforcing the codes of practice in three areas: programming standards;
advertising standards; and technical standards. These standards are designed to
regulate free-to-air TV.

With pay TV, the authority takes a "market-driven" approach. | was struck dumb when it
says that pay TV doesn't enjoy the same market penetration and influence as free-to-air
TV, and therefore deserves greater latitude, as is the case in other developed markets.
The authority is asleep, while the market has marched on. Today, pay TV has a

combined subscribership of more than two million in a city of seven million, with terrestrial

television in decline. How can it justify zero oversight on such a huge market
penetration?

Besides, pay-TV stations are not shops. They are public television, with public trust at its
core, entailing a contract between providers and subscribers. Is the authority saying that
this is only a matter for the Consumer Council? If so, it should opt out totally. Pay TV is
basically a middle-man operation, with acquired programmes as the staple. its self-
produced or co-produced shows are meagre offerings. As such, pay-TV operators shouid
let subscribers choose their own viewing experience.

Instead, they dictate our viewing options for their own gain. They do so through a cunning
concept called "bundling”. Elsewhere, this is a benevolent concept, giving subscribers
discounts for using telephone, internet and TV services simultaneously. But, here,
bundling has an ugly twist.




Now TV, for example, clusters Premier League telecasts with other sports programmes,
forcing subscribers to cough up HK$288 per month for one sports package alone. Now
TV's monthly average revenue per user in 2012 was HK$173.

With bundling, some viewers are paying over HK$600 per month with non-sports
selections. '

It is thus using the Premier League broadcasts to poach subscribers from i-Cable (which
is none of our business) and inflate rates, ruthlessly dictating viewing options (which is
our business).

People cried foul when utility companies raised their rates by 4 per cent. Television is no
less a public service. Yet the authority is blissfully unaware of viewer anger over rampant
gouging and choice restrictions in a substantial market.

Contract agreements guaranteed the renewal of channel choices on the same terms.
Through bundling, these terms are unilaterally changed with impunity. Many low- and
middie-income subscribers feel the pain in their purse.

Locals are drawn to English soccer, not for love of the beautiful game, but to place bets.
With the Winter Olympics in full swing, Now TV fails to carry a single item on most days,
as if the Olympics isn't happening. This betting madness, to the exclusion of other sports,
is bad for sports development.

The recent uproar over free-to-air TV licences is a naked consumer revolt over viewing
choices. If Leung Chun-ying can end unfair pay-TV practices, he will recoup support
among many suffering users.

As the first SAR leader to abandon tycoon-tilting policies, Leung is our last hope. With
consumer protection agencies toothless, we need our chief executive to champion the
public interest. :

Business is predicated on the principle of giving the consumer what he wants. But we are
denied the right to customise our viewing preferences.

The laissez-faire policy in Hong Kong has outlived its usefulness. The authority must set
new terms for its next tendering process when Now TV's licence comes up for renewal
next year. :

This was once a land of fairness. Our tycoons forget that. Why not bring a smile to the
faces of your customers, instead of curses on their lips? If other pay-TV markets are fair,
why isn't ours? It's time we reclaimed the sovereignty of the consumer.

We need a fair society more than a so-called free economy.
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Opinion received by phone by the Communications Authority on 11 April 2014

considered that the way PCCW Media divide the channels into
different packages had led customers to subscribe to more channels than
they needed. In her case, she had to subscribe to different packages so
that she could watch the channels that she wanted to see. However,
there were many channels in those packages that she did not need and she
had to pay for these channels as well. She considered that this practice
was unreasonable and unfair to consumers. PCCW Media only cared
about increasing its profit by making customers pay more through
channel packaging and it did not consider the customers’ needs. She
was surprised that this would happen in a civilised city like Hong Kong,

was also dissatisfied with the quality of the remote control of now
TV. She considered that the remote control was of poor quality and it
responded slowly. She also considered that the remote control was not
user-friendly as she and her family found it difficult to set their favourite
channels through the remote control.
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