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A Study on the Gap Analysis between Expectation and Perceptions of
Users for IPTV Services based on N-Screen Technology
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ABSTRACT

One of the recent important issues in IT fields is the convergence. It had been simply
focused on functional convergence of technologyies. However the convergence in terms
of businesses or services also has been made in recent years. The convergence between
broadcasting and telecommunication industries can be possible because the e-transformation
of broadcasting industry based on digital technology such as multimedia and multi—channel,
can be combined with the high speed telecommunication network. It is giving a birth of
various convergence services such as IPTV. IPTV is a kind of new service that is combined
with the convergence of network, contents, and device. Nevertheless the controversy about
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the scope and the value of this new convergence service has constantly been raised; for
example, what is the difference between IPTV and Internet TV? or what are the benefits
that customers can have? This study measured the expectation level and the cognitive level
of users before and after using the service and analyzed the gap between the importance
and the satisfaction of the service. From this study, we proposed the priority of each function
by analysing Importance-Performance Analysis(IPA) method to suggest required functions
of IPTV service based on N-Screen technology. This study will identify the gap of awareness
level between service providers and end users for the functions of broadcasting and
telecommunications convergence service and suggest a solution enhancing user satisfaction.

FIYE 1 BEFA T, FEENEFA N 2, IPTV, N-Screen, IPA
Broadcasting-Telecommunication Convergence, Broadcasting-Telecommunication
Convergence service, IPTV, N-Screen, IPA
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(Figure 1) Development Stages of Broadcasting Telecommunication Convergence(41)
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Channel Master m Program Guide 2:40 PM
ica's Court With Judge Ross (HD]
2:30 PM-3:00 PM Rated TV-PG
"I Didn't Sign That; That Ship Sailed"
Repeat, (2011) Outstanding rent monies; substandard private-
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KRON-HD Insider, The R\'@‘ Inside Edition Dr. Phil R
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KGO-HD General Ho... HD] 7 Live ABC 7 New... (HD]
LIVWELL Say Ahh... Custom Fit Home With Lisa ... Good Cookin' Wi...
LWSD Say Ahh... Custom Fit Home With Lisa ... Good Cookin' Wi...
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(Table 1) Measurement items

No. Measurement Items

Sources

1 |Evaluation on the usefulness of contents

2 | Evaluation on personalization of contents

Park[47], Noh and Kim[43], Nam[40],;
Steiner[50], Webster and Wakshlag[51]

space

The service usage without interference of time and

Yun[54], Kremar and Kean[28],

4 | Access and provide a stable service

Chin et al.[2]

terminals(N-Screen execution)

The same service connection environment to multiple

Kim[25], Kim[16] Chol[4]

Convenience of the initial screen of service

Jung and Chung[34], Nielsen[42],

7 | Convenience of the service menu

Davis et al.[5]

execution)

Setting same intial screen between devices(N-Screen

Kim[25], Kim[16] Chol[4]

9 |Real-time two-way communication for User

Real-time communication between the provider and

Park[47], Noh and Kim[43], Nam[40],

10 Steinet[50], Webster and Wakshlag[51]
user

7H S be ¢ gls Bk ofuet of Zen)zp gholl AAY7} 7Fs sk alF= AHl
9% BAN UL AR FAE WS = FEeIA TV, ZHEE PC 52 0|83
39 Batgt EYAE o] 8ste] whEal of 2= A AATE G eE By
AA Ads =EHd F 7] wEol A B & i, Gl F95ks
7 Q183 oito g Ao sjAsof 2 FAEE T3l QYo A AE FEE
AteE ARk 83 HRE AlTdtt 7hs ettt
[27]. & dAF-elA = ARAE| 2= ‘BAFE
N-Screen AH|='9] &3} o] del i A \_) Eocal Food

N-Screen AH]2(
(<Figure 5> #x2)&
o m sto] AiEEALE
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http://www.hilocalfood.com)’
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(Figure 5) Local Food N-Screen Service
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(Table 2) Demographic Data

appear—
item contents ance etc
(%)
Male 55(57%)
Gender Female 41(43%)
Total 96(100%)
20~29 15(16%)
30~39 48(50%)
Age 40~49 28(29%)
over 50 5(5%)
Total 96(100%)
The | Internet TVIPTV) | 82(85%)
primary SmartPhone 47(49%) | multi
use choice
device SmartPad 12(13%)
Real-time VOD 73(76%)
content offer services
The o IV SmartPhone
. o .
pritmary linked services 58(60%) mu‘1t1
use choice
services | Customer support
services and 43(45%)
participation in video
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(Table 3) Result of the Correspondence-Sample t-test on the Functions of
IPTV Service based on N-Screen

No. Items Expectation| Cognition | GAP |p—Value | Ranking |Quadrant
1 |Evaluation on the usefulness of contents 442 4.03 -0.39 | 00007 3 CH
2 | Evaluation on personalization of contents 3.82 4.18 036 | 0025 10 PO
3 The service usage without interference 448 493 095 | 0017 6 KG
of time and space

4 | Access and provide a stable service 410 404 -0.06 | 0563 9 LP
The same service connection environ-

5 |ment to multiple terminals(N-Screen 4.43 4.29 -0.14 | 0.160 8 KG
execution)

6 Convenience of the initial screen of 454 399 055 | 0000l 1 CH
service

7 | Convenience of the service menu 453 4.05 -048 | 000077 2 CH

8 Setting S?rpe intial screen between 49 394 032 | 0002 4 Lp
devices(N-Screen execution)

9 %izlrftlme two-way communication for 494 405 019 | 0083 7 Lp

10 Real-time communication between the 443 417 0% | 0009 5 KG
provider and user

“ p>0.05 " p>001, 7 p>0.001.

% C.H : Concentrate Here, K.G : Keep up the Good Work, L.P : Low Priority, P.O : Possible Overkill.

O =& A3 A% 74 (Keep up the good

>—~
>~
>,
]I
o&
12
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JNFE(F 25T JIAFE(AEAE) ] BT

2o 2o A ASFAGol T @

o, #9 Aulse] B4ol AAHL A
e A o B AFelA 1K1Y
olo] gl FEe Y3 £F 5 E

51

[e]

High | Concentrate

4o

User Expectation

Low | Low Priority

”~

Keep Up the
Good Work

Possible
Overkill

Low

4.10

User Cognition

High

(Figure 6> Result of Importance-
Performance Analysis on
IPTV Service based on
N-Screen
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