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Introduction

With the Indian economy booming at a GDP growtle 1@t 9.4%, there is a sense of
growth prevailing everywhere. The average Indiadlisposable income and

purchasing power has risen to never before lef¥éls.Indian Entertainment & Media

industry is also not far behind. It is currentitiested at a worth of Rs. 450 billion

with a CAGR of 18% over the next 5 years. Termscivhwere alien to Indians like

DTH, Digital Cable, IPTV are suddenly finding prese in the country’s journals.

A report predicts that India would overtake Japan as As#tgest DTH by next year
and be the Asia's leading cable market by 2010 taedmost profitable pay-TV
market by 2015. This growth presents a lot of #ééing scenarios. In this paper, we
shall analyze the challenges and opportunitieseptegsr the DTH industry within the
Indian context. We would look at the history of iemd broadcasting followed by
looking at the current DTH market. An environmenéalgsis would be done using the
porter’s five forces model and the various chalesnhtaced by the industry would be
identified. Finally we would look at the possibleggestions taking a long term view.

History of Indian Broadcasting

The history of Indian Television dates back to feench of Doordarshan, the
country’s national television network in 1959. Ta$ton was then seen as a luxury
item that could be afforded only by a chosen fele Transmission was in Black &
White. The 8' Asian games which were held in 1982 in the cotsitcapital New
Delhi heralded the mark of color television broasida India.

In 1991, Indian economy was liberalized from thedrnse Raj and major initiatives
like inviting foreign direct investment, deregutatiof domestic businesses emerged.
This lead to the influx of foreign channels likeaSfTV and creation of domestic
satellite channels like Sun TV and Zee TV. Thiguatly destroyed the monopoly
held by Doordarshan.

In 1992, the Cable TV industry started. If one dolist down the revolutions that

happened in Indian entertainment industry, Cablenbyld top the list. It has literally

changed the way the average Indian watches thei$iele. The number of channels
increased suddenly from 2 and the real entertainstarted. Every city in India had a
complex web of co-axial cables running through stieeets with a new breed of
entrepreneurs called aablewallahs or Local Cable Operator (LCO) taking in charge
of distribution. The film industry was shocked thyst sudden growth and there were
even organized protests for calling off the Cableifidustry. The industry survived

but the sudden onset of growth made it as a disorgd sector. There were simply
too many cable operators in the country. Carryiegv rchannels on the existing

! Aseambankers research report, Press Trust of, IAgia20, 2007
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infrastructure required new investments which tperators were reluctant to make.
Also the Channels had a difficult time in gettitg rieturns as the existing system was
a non-addressable and the operators could simplg @i reduced number of
subscribers to amass profit.

This lead to the emergence of a new breed of foalled as Multi System Operators
(MSO) who had heavy financial muscles to make ehjmitvestments. They liaised
between the cable operator and the Channels. M3@sdp the feed to the local
operators for a fee. Soon the industry consolidattld each city having one or two
MSOs operating. Most of the channels are carriecilbbyhe MSOs but sometimes
certain channels are shown only on a specific M8Wark. The MSO industry has
become highly monopolistic which warrants governmparticipatiod to ensure
competition. Current estimates show that there G#@0 MSOs operating in the
country feeding 60000 LCOs.

In 1995, Government felt the need of regulatio€able TV and passed the Cable TV
networks (Regulation) Act. This was also the tinteew the state owned Doordarshan
and All India Radio came under a new holding callsdPrasar Bharati to give them
enough autonomy.

Even with the basic regulation in place, there wete of distribution issues with

Cable TV. The LCOs reported a lower number of cetioes where as the
broadcasters demanded a higher rate. MSOs weradiitddifficult to operate under

these conditions. This lead to an amendment ofCthigle TV networks (Regulation)
Act in 2002 to provide Conditional Access SystenA8}. With CAS, the last mile

distribution could be addressable with accuracy digitalization of broadcast was
also possible. CAS was rolled out in 2003 starfregn Chennai and later to parts of
Delhi, Mumbai and Kolkata.

On the DTH front, the United Front government hssbed a ban on use of Ku band
transmission. After a change of government, the ¢atnlifted finally in 2001 and
TRAI issued the guidelines for operating DTH. Caouist first private DTH license
was awarded to Dish TV in 2003 which started openatin 2004. Prasar Bharati also
started its product DD-Direct+.

In 2007, TRAI proposed a new initiative by name &dend-In-The-Sky (HITSY’

model as an alternative to the existing cable ibigtion. Instead of the MSOs
providing the bundle, there will be a single HITHecator who will prepare the
bundle of channels and beam it to the Headendersaitellite. The LCOs can receive
this digitalized bundle and deliver to the indivadliinomes. With HITS, country wide
implementation of CAS becomes instantaneous andetfestive. This benefits both
the broadcasters and the customers by ensuringessibility, Better quality of

2 For example, Government of Tamilnadu has deciddibat a state owned MSO to ensure
competition.
3 Consultation paper on Headend-In-The-Sky(HITS)ATRul 24 2007
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service and increased number of channels. Anotherging trend is the IPTV which
is yet to be regulated and one can expect lot tihram this sector.

Current Players

The current players in DTH industry are

1. DD-Direct+ of Prasar Bharati, comprising of 33 F€hannels and 12 All
India Radio channels

2. Dish TV of ZEE group

3. Tata Sky — the Joint venture between Tata and Ropgndoch’s Sky TV

A recent survey done using the Television Audieltsasurement (TAM) puts DD-
Direct+ with 3.5 million homes at top with Dish TNaving 2.1 million homes and
Tata Sky capturingl million homes.

DTH - Market Share

32%

@ Dish TV
| Tata Sky
0O DD-Direct+

53%

15%

Figure 1 DTH Market Share. source: TAM Peoplemetersurvey

The following companies have either the licensedreatf Intent or applied for the
license to operate DTH services

Sun Direct of Sun Network

Reliance Blue Magic from Reliance ADAG
Bharti Telemedia

Videocon Industries

PoonNPE

Environment Analysis — Porter’s model

Let us apply the Porter’s five forces model in tmntext of DTH industry. Our
observations are categorized into the five forcelsedow.
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Threat of Substitutes

DTH faces stiff competition from the Terrestriaklile and IPTV. As per the industry
estimates, there are 120 million TV homes, of whi¢hmillion are served by cable
and around 6 million served by DTH with the remagnitaken by terrestrial

transmission. As IPTV is a new entrant, there ismoch data on its subscriber base.

Indian Broadcasting

6%

35% @ Cable

M Terrestrial
ODTH

59%

Figure 2 Indian Broadcasting Pie

Terrestrial Television

Doordarshan is the world’s largest terrestrial dozester with over 1400 terrestrial
TV transmitters. The reach provided by this rotehenomenal with Doordarshan
covering 88% of India’s geographical area. Covetivgremaining 12% area required
substantial capital investments which does not eigiwv the benefits. The
transmission was done originally in Analog mode tgginning from 2002,
Doordarshan has partnered with BBC resources -cdonsulting wing of BBC, in
offering digital terrestrial television. The tranission could be received using a low
cost Yagi antenna.

Even with the wide reach and low cost approachithpossible with this technology,
due to the lack of attractive content, we do netisas a formidable threat.

Cable TV

Cable TV currently operates in 2 modes viz. Thro@&S covering cities such as
Chennai, Parts of Delhi, Mumbai and Kolkata, andulgh Non-addressable system
in the rest of the country. As seen in Fig 2, Cableenjoys a big share in comparison
with other mediums.

In case of CAS controlled areas, the subscribertda&sther buy or rent the Set Top
Box (STB) to see the pay channels. Of course, heatsb do without that and see the
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70 odd Free-to-Air (FTA) Channels. On the other cdham areas where non-
addressable system is used, all the channels ailalale without the necessity of any
separate receiver. Irrespective of whether CASoty the subscriber can comfortably
see the channels by paying anywhere between R®0IR6.300 per month depending
on the place where he lives.

Due to the phenomenal reach of the Cable TV, iepa@sserious threat to the growth
of DTH industry. Also there would be resistancarirthe LCOs lobby as DTH totally
displaces them.

Internet Protocol Television (IPTV)

IPTV is a service where television signals are tdlly sent over the
telecommunications line. It is often presented dmaquet of Video (IPTV), Audio
(Telephone) and Data (Broadband Internet) servigéith widespread adoption of
Broadband in the country and the growing technovggwopulation, IPTV has a
potential to become a huge success. Telecom caegauch as BSNL and MTNL
have spotted these earnings potential and haveadglrestarted with trial
implementation in cities like Bangalore and Kolkat@ompanies like Reliance
Communications and Bharti Airtel are also planrtimdollow soon.

IPTV takes the interactivity to a newer level. égular mediums, all the channels are
pushed to the consumer regardless of his preferdR@&/ encourages a two-way

request-response model where the consumer chdesgsdgram he wants to view.

Right now this medium is totally unregulated andhdee there is a chance for

customers being taken for a ride. Cable companesusging the TRAI to issue a

consultation paper process to include IPTV underaibgis of Cable TV act.

Even if strict regulations are enforced on, we B®EV as a considerable threat to
DTH in Urban and Semi Urban areas where broadbasdifade its mark.

Bargaining Power of Suppliers

DTH industry relies on three major supplies: Custompremise equipment (CPE)
comprising of the Satellite Dish, Set Top Box wille necessary Access Card, the
Ku* band transponders in the orbiting satellites aomtent. With India set to overtake
Japan as Asia’s largest DTH by next Yedhe bargaining power of Indian DTH
operators with CPE suppliers have been steadihgasing.

However, the availability of transponders is insiagly becoming difficult. The KU
band transponder is generally provided by Astrhe tommercial wing of ISRO

* Kurtz-under band, Electromagnetic spectrum inMlierowave frequencies ranging from 12 to 18
GHz
® Aseambankers research report, Press Trust of, IAgia20, 2007
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either through its own satellites or by leasingn$gonders from suppliers like
Panamsat, LMI ABS and Singapore’s ST1. With onlp lomestic satellite launches
between 2007 and 2010 and increasing DTH playestjxAis in a better position to
use DTH as its cash cow for the next 5 to 10 yeddso the crash of INSAT 4Qast
year and Dutch SES New skies’ NS the beginning of this year has worsened
the situation of DTH players.

As there is not much of regulation particularlytémms of channel pricing, acquiring
content from the broadcasters is also difficult.HD¥endors are at the mercy of the
broadcasters.

Bargaining Power of Buyers

We would take the entire broadcasting industryaimallyzing the bargaining power of
the buyers. With enough options to choose both fileenpoint of alternate mediums
like Cable, IPTV and Terrestrial broadcast and fribra point of increasing DTH
operators, the consumer is at his will to decide.

Customers will continue to have a high bargainiogv@r until DTH platforms try to
differentiate them as superior players with bettertent and clarity.

Inter Firm Rivalry

With 3 operational players and 4 players in theuguehe Inter firm rivalry is quite
high. The competition from state owned DD-Directpiivate players is negligible
from the content point of view as the number ofrotes offered by DD-Direct is
very limited. However, DD-Direct does not chargey anonthly subscription fee
which poses a threat to the private players whogehmonthly subscription charges.

Between Dish TV and Tata Sky there is an intensarsi exhibited by price wars and
discount schemes offered to new connections. B#iagFirst mover, Dish TV had
price advantage in both the STB as well as in pinguhe transponders. On the other
hand, Tata Sky claims its STB offers superior DMiality video due to its advanced
STB.

While Dish TV is planning to spend Rs. 850 crdreser the next 3 years, the rival
Tata Sky is willing to spend Rs.2000 crdfesver the medium term. The companies
have also set ambitious targets with Dish TV aintmgeach 4.5 million subscribers
in the next 18 to 20 months while Tata Sky aimiag8 million subscribers by 2012.

® Transponder shortage looms over DTH biz, Hinduifss Line, Jul 27, 2007
"INSAT-4C LOSS, Hindu Business Line, Jul 12, 2006

8 satellite crash hits DTH Rollout, Financial Expse&eb 24, 2007

° Dish TV to invest Rs 800 Crore in 3 Years, Ecormoifimes. Aug 13, 2007

10 Tatas aim for sky in DTH war, plan Rs 2,000 crreheHindustan Times, Aug 08, 2007
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Tata Sky has been quite aggressive in the pasivinggl million connections within
12 months where as Dish TV nearly took 20 monthe#&ch the same.

Table 1 DTH vendors - Prices chargett

# Provider Initial Chargesin | Monthly Charges| Number of Channels
Rs) (InRs.)

1 | DD-Direct+ 3000 0 33 TV + 12 Radio

2 | DishTV 3150 100 85TV

3 | Tata Sky 3999 160 41 TV + 8 Radio

Other than the price wars and intense competitioiméreasing customer base, there
is also a competition at acquiring the contenthDi¥/, Tata Sky and Sun Direct are
part of big groups that also have popular boug@iehannels like Zee, Star and Sun
respectively. The current set of litigations cangoeuped into two categories: The
channels indirectly refuse content for DTH opematby charging exorbitantly or
mandating that all the channels of their bouqudigdransmitted when the vendor is
already capacity constrained.

The Telecom Disputes Settlement and Appellate TiabTDSAT) is the legal body
which administers such claims. Some of the intargditigations are presented in the
below table.

Table 2 Litigations before TDSAT-

Parties Verdict

M/s ASC Enterprises Vs. M/s Star Indi&0 % of the rates being charged for cable

Pvt Limited platftorm be made applicable to DTH

(Dish TV Vs Tata Sky) platform

M/S Tata Sky Ltd Vs Zee Turner Ltd | Same as above; But subsequent failurg in

(Tata Sky Vs Dish TV) payment by Tata Sky may lead |to
potential blackodf of Zee channels in
Tata Sky platform

M/s Tata Sky Ltd Vs Sun TV Ltd Out of court settlement where Star and

(Tata Sky Vs Sun Direct) Sun channels would be traded for each
other's DTH platform

These kind of interconnection issues affect theaagwn plans of DTH providers. For
example, while Tata Sky acquires 2,600 subscripersday, the contribution from
South India accounts only for 200 subscribers. Thimainly attributed to the non
availability of popular regional content of Sun TWannels under Tata Sky platform.

Unfortunately TRAI neither regulates the pricing afannels nor the channels that
must be carried for DTH platform. However, TRAI hrasently started a consultation
process which would address these concerns inetiefuture.

1 prices and Channels have been taken only for Basikage from vendor’s website.
12 Consultation Paper on Issues relating to DTH, TRAdr 02, 2007
13 Zee TV may be blacked out for Tata Sky subscrid@usiness Standard, Jul 28, 2007
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Threat of New entrants

With already 7 players in the DTH space, threanedv entrants is relatively low.

There is already enough competition which will disiage new firms to enter this
business. While getting a license is relativelyye#tse barriers to entry are high when
it comes to pricing of CPE and getting the requitreehsponders. There is a definite
First mover advantage which can be inferred frorbl@d., by comparing prices of

Dish TV vs. Tata Sky. So any new entrant will facéiigh cost when it comes to
equipment and transponders.

Threat of new entrants
Low

DTH market is already
croweded with 7 firms

Bargaining power of Inter Firm Rivalry Bargaining power of buyers

suppliers Very High High

Very High

:> Price wars " | Lots of options & Substitutes
Transponders - Very High Litigations N— Price sensitive Buyer
CPE suppliers - Low
Content - Very High
Threat of substitutes
Very High

Cable TV - Very High
IPTV - High
Terrestrial - Low

Figure 3 DTH Industry — Five Forces Model

Challenges Faced by the Industry

Policy and Regulation

Being a nascent industry, there are lots of tegth@sues with the current policy
framework and the way it is regulated in realitpn® of the notable challenges faced
are as below:

Lack of exclusive content

10
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In the global DTH market, competition is mostly providing niche content. In India,
TRAI does not allow a broadcaster to offer contxttlusively to a specific player.
Hence content differentiation as a USP is not bssiurrently in the Indian scenario.
TRAI has clearly indicated that exclusivity can for@vided only when DTH market
matures and there is perfect competition in theketaplace. But DTH operators are
feeling that without content differentiation, thenepetition can only be on price
which may even cannibalize the industry.

The rule of “Must Carry”

DTH operator is obliged to carry all the channelsvided by every broadcaster on a
non-discriminatory basis. However, with the capacibnstraints in place, this is not
feasible. So in cases, where the operator is wiltm broadcast only the popular
channels, the broadcasters either deny giving tiieeebouquet or charge prices for
the complete bouquet. The litigations showed inl@&shows the extent of problems
cropping up due to this clause.

Operators like Dish who have more transponders gpatators who have a cable
company backing like Sun Direct are supporting ‘thieist carry” clause where as
transponder-scarce new entrants like Bharti Aatelagainst this clau$e

Cap on Foreign Investment

As per the current policy, the total foreign equitgluding FDI/NRI/OCB/FII cannot
exceed 49% and within that FDI component cannoeea?0%. This would reduce
the interest of foreign investors as they cannotageontrolling stake in the company
in spite of a heavy investment. On the contrapytai74% of foreign equity, with no
limit on FDI, is allowed in the Cable industry.

With DTH being a capital intensive industry, thdseitations hurt the expansion
plans of the cash constrained operators.

Cap on Cable Company/Broadcaster Investment

In order to ensure a fair competition, the curreggulations restrict the cap on
Broadcasting/Cable company investment in the DTitwe to 20% and also prevent
the DTH firm to hold more than 20% in a Broadcagi@able company. As one can
see, DTH operators are able to overcome this cigdleby spinning of new
companies. But removing this rule would reduce lheeaucracy involved and also
reduce the content cost for an operator due t@yhergies created between him and
the Broadcaster.

Interoperability issues

14 TRAI spanner in DTH content exclusivity plan, Eoamic Times, Aug 15, 2007

11
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TRAI mandates an open architecture for STBs to rentachnical interoperability but

in reality this is not being implemented. Howevevith increasing consumer

awareness, the dilution of this rule would soorcbeected. In addition, in the recent
consultation paper, TRAI also wants to try out doenmercial interoperability (The

ability to return a purchased STB or lease a STBje. Although this is good from

the consumer point of view, DTH operators cannaldbas switching cost for the end

user.

Non-availability of Transponders

A Ku transponder can be used for 12 to 20 chanefending on the compression
(MPEG 2 or MPEG 4) technology used in the satellteDTH operator will at least
need 5 to 8 transponders to compete in the market.

Right now, ISRO has INSAT 4A and INSAT 4B in théibiwith 12 Ku transponders
each. The next in the line is INSAT 4CR due in 8epier 2007, which will open

up another 12 Ku transponders. INSAT 4G will benkzhed in 2009-10 with a
capacity of 18 Ku transponders. Also with the ldumé INSAT 4G, ISRO would
have used up the entire spectrum that was alladtécby WARC, ITU".

Even with 54 transponders by 2010, with 7 operatiies demand-supply gap is huge
with each operator getting approximately 150 chinmdso if any of these launches
fail like INSAT 4C, it may spoil the plans of DTHperators.

Current regulations stipulate a DTH operator to arslg Indian satellites or in case of
foreign satellites, they have to be approved aasidd by ISRO.

Weak Financials

Dish TV is the only listed DTH operator and we hasged it to analyze the industry
financials.

By looking at the P&L account, we can infer thasDiTV is a loss making unit as of
now.

Table 3 Profit & Loss account of Dish TV’ (Rs. In Million)

Dish TV
Year Ended Mar-07 Mar-06
Total Income 1943.34 314.62
Total Expenses 4454.16 1189.48

15 Five Communications Satellites will be launched26y0-11, Voice and Data, May 03, 2007
8 World Administration Radio Conference (WARC), Intational Telecommunications Union (ITU)
" Dish TV Annual Report 2006-07

12
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Tax and Exceptional

Item 25 1203.75
Profit/(Loss) for the

year (2,513.32) | (2,078.61)
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Operating costs contribute to 50% of the total esps and the cost to acquire the
content forms 69% of this entire operating costdgicasters are not willing to accept
a lower cost for their content. The situation wolbéworse for companies that do not

have a backing of a broadcaster.

Dish TV - Expenses

O 3%

m 23% W 50%

0 8%

0 3%

@ COGS

W Operating Costs

O Personnel Cost

0O Administrative

B Selling & Distribution

@ Financial

m Depreciation

Figure 4 Distribution of Total Expenses, P&L, Mar 2007

Operating Costs

0 15%

0 69%

O Transponder Lease

M License Fees

O Uplink charges

O Content Costs

B Subscriber Management
O Middleware charges

W Entertainment Tax

Figure 5 Distribution of Operating Costs, P&L, Mar 2007

Another interesting perspective is to look is theetage Revenue Per User (ARPU).
While reports state the ARPU of significant playierd\sia-Pacifi¢® at $21, Dish TV
currently has an ARPU of $2%(Rs. 111). To become profitable, Dish TV has to
increase the subscriber base and make them payfardhe services.

18 Malaysia TV flying high, but will new media také®, Television Asia, 01 Jun 2007

19 |ndia Daily April 19, 2007, Kotak Institutional Eijies

13
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Analyst£? predict that the firm should be able to breakelgr2009-10. To be more
precise, EBITDA is supposed to become positive Y2BDOE and net income in
FY2010E. Even when operating in such a negativegimaras per the lease
conditions, the firms have to part away 10% of toss revenue with the
government.

Quiality of Service Issues

There are couple of QoS issues which currentlycatfee DTH operators. They are
Technical Glitch - Rain Fade

By definition, Ku band signals get weakened by ramd snow. This results in

reduced image clarity and sometimes total cutdffsTs a fundamental problem with

the design of the transmission frequency. In Ingegple are glued to their TV soaps
and sports events like Cricket matches. So evaryaeérvice disruption, during these
events is seen as a major weakness of the DTHplatf

Poor Levels of Service

A search on India’s popular consumer forum Mouthsiom reports that only 28%
recommend Dish TV'and 57% recommend Tata $kyEven with the skew for
errors and incorrect data, this shows the low feati®n levels of consumers. Some of
the glaring complaints are Poor after-sales supg®emoval of channels off air
without notification, Open-ended contractual agreets favoring the operators and
Lack of grievance cells.

Recommendations

Friendlier policy

The DTH operators along with consumer forums shealdicipate in the consultation
process undertaken by TRAI on DTH to work out ancaiple solution that favors the
entire industry. The key things to put forward are

« Enabling content exclusivity
» Allowing niche contents such as International cle®iand Adult content

20 Dish TV: Buy, Hindu Business Line, Aug 12, 2007

2 hitp://www.mouthshut.com/product-reviews/Dish_TV5827392.htmhccessed on Aug 24, 2007
22 http://www.mouthshut.com/product-reviews/Tata_SKy-925065500.htmhccessed on Aug 24,
2007

14
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* Raising the cap on foreign investments in paritthwdable TV industry
* Reuvisiting the implications of “Must-carry” clause
* Reduction of the existing revenue sharing %

This may not be easily possible since there ardlicong interests between the
operators. TRAlI may also reiterate that existingnfeworks helps in curbing
monopoly.

Accelerated Subscriber and Revenue Growth

From the Dish TV financials, it is very clear, thaily volumes will help to break-
even and see profitability. Hence, DTH operatorsusth continue to acquire new
subscribers at a faster rate. The industry shomhdt@ achieve a higher ARPU from
the current values. To reach these goals, Operedoremploy techniques such as

Subsidization

The initial entry cost should be reduced by sulzsidi the CPE. Although this would
negatively affect the profitability in the shortniuit is a good move to acquire
formidable market share. With content differentiatiout of the question, only cost
leadership will help the firms to operate in thedaun.

Value Added Services

While an operator could not differentiate contehtis possible to differentiate in
terms of the add-on services like Movie-on-Demadntkractive program guides and
Good quality of Built-in games. With increasingptisable incomes, people would be
willing to pay more for any value addition.

DTH operators can also acts as a convergence proliehdling services of voice,
fax, data, communication and Internet on the sarakecom companies are using this
route to penetrate via the IPTV model.

Aggressive Marketing & Partnering

Consumers should be educated on the DTH platforth llow it addresses their
entertainment needs. DTH should be marketed moeeliéesstyle product rather than
a utility. Having presence in the retail store osaand in the web media would also
help.

Operators should also capitalize the real estadenldny partnering with builders. Tata
Sky’s Multi Dwelling Unit (MDUY* model where one dish is shared by every home is
a good way to win customers easily. When the infuature is already created by an
operator, people would naturally opt to go with him

2 http://www.tatasky.com/multiroom.htmccessed on Aug 24, 2007
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Partnering with Hotels and Restaurants could aleate a huge business opportunity.
Tapping niche markets

With the mobile STBs, DTH operators can tap the ket such as Luxury cars,
Flights, Tourist buses and Trains. Dish TV is alyean tie up with King Fisher
Airlines and in talk&' with luxury bus manufacturers like Volvo.

Also in areas where terrestrial or Cable TV is featsible like hilly areas or Line-of-
Control, DTH has a huge potential to acquire custobase.

Better Quality of Service

Service level is a key differentiator in DTH. Altigh technical glitches such as rain
fade cannot be fully solved, they can however l#uced by providing a better
antenna with water proof coating and by increa#iiggtransmission power.

The majority of the issues raised right now areardimg customer experience. While
increasing the customer base is important for dnpvétaining the existing customers
is of paramount importance. With increasing consuaveareness and easy access to
information, bad news spreads rapidly. A negateedback in a consumer forum is
something to be really worried.

Customer service representatives should be equifgplendle disgruntled customer
calls with a faster and valid response. Grievaredressal mechanisms should be
established with service level guarantees. Investnre a Subscriber Management
System (SMS) for an efficient and accurate billsgstem should be made. The
overall focus of the industry should be customernme Customer and Content must
be the king which would drive the firms towardsfjiro

Conclusion

With the existing regulatory restrictions, Increwmpgicontent costs and lack of
transponders, DTH terrain appears too steep tdchith content differentiation not

happening in the near future, companies have ferdiitiate only at the service and
cost levels. The increasing consumer awarenesexrattations also make it difficult

to satisfy the consumer. Today’s customer is seBgid price as well as to quality.

From the global experience, one can see that orlgy2players emerge in DTH
industry. The trend is expected to continue herevasm the massive Indian volumes

24 Dish TV plans DTH services in cars, trains, Busm8tandard, Jul 30, 2007
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may not be enough to guarantee a fair share giighéor 7 players. So we can expect
to see some consolidation happening in the next43years.

On a deeper look, things are not as bad as thegaapndia being the home of
entertainment-hungry populace, volumes play the obla growth driver. Attractively
priced and feature rich package targeted at thecalrimass is the mantra for
sustaining the growth rate.

Apart from the volume business, a prudent DTH dpershould also take a serious
look at the substitutes and complements. He shadivkersify and create his presence
in the entire spectrum of broadcasting and telecomoation services. The final
winner cannot be a pure DTH player but a convergénter who offers all in one to
the value-conscious, price sensitive Indian consume
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