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Abstract

This research is mainly concerned with identifying the relationship
between TV service quality and both viewer satisfaction and intention
to repeat viewing with a special application to Nile TV network in
Egypt. Accordingly, the study seeks to measure the quality of the Nile
TV service provided as perceived by the Egyptian viewers, and by
using the modified version of the international scale SERVQUAL as
known SERVPERF. In addition, the study attempts to find out
whether the perceived TV service quality elements are significantly
related to viewer satisfaction and his/her intention to repeat viewing
these channels. A descriptive profile of the key dimensions and
elements that are correlated to both viewer satisfaction and repeat
viewing are also provided. The research findings revealed that there
is a significant positive relationship between the SERVPERF scale
applied and viewer satisfaction, as well as Intention to repeat viewing
NTN channels. However, not all SERVPERF items could significantly
explained the total variance in independent variables being tested
(i.e., Overall service quality, viewer satisfaction, and repeating
viewing). Based on these findings we recommend using the
“‘SERVPERF” scale in measuring, evaluating, and improving the
quality of TV services, viewer satisfaction, and intention to repeat
viewing any particular TV channel.
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