Annex

Key Findings of the Survey on Broadband Service Use

1. Sample size: 1,063 broadband subscribers randomly sampled from the four major Internet service providers, namely Hong Kong Broadband Network, Hutchison, i-Cable and PCCW IMS 

2. Satisfaction level with existing service provider: 

Very/ Quite Satisfied 
41%

Fair 
46%

Very/ Quite Dissatisfied 
13%

3. Key factors in choosing service provider:

	Factors
	Average score*
	% of respondents rated important or very important

	Network reliability
	4.5
	92%

	Download speed
	4.2
	84%

	Customer service quality
	4.1
	81%

	Price
	4.1
	77%

	Customer service hotline
	4.0
	71%

	Coverage
	3.8
	67%

	Upload speed
	3.8
	65%

	* “1” refers to “not important at all” and “5” refers to “very important”. The number in the second column is the simple average of the score of each valid respondent.


4. Whether sufficient information available to consumers in choosing service provider:

Sufficient 
62%

Insufficient
38%

5. Quality of service information: 97% of the respondents indicated a need for the availability of quality of service information.

Technical knowledge of consumers: Less than 70% of the respondents realised that broadband performance could be adversely affected by factors concerned with their own equipment, such as hardware faults and software setting on their computers. Even these are issues outside the control and responsibility of the service providers, 60% of the respondents who had encountered problems of such nature sought the assistance of their service providers.
