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Abstract

The purpose of this research is to investigate the penetration rate of
cable subscription in Taipei city, and subscribes’ satisfaction toward cable
TV service, digital cable programs, and the service of Public Access
Channel (PAC). Research methodologies include telephone survey, focus
group discussions with cable subscribers, digital cable subscribers,
system providers, related scholars and experts. Also, mystery shopping
tests are conducted to evaluate the quality of customer service of cable
system providers.

According to the survey result, the cable subscription rate in Taipei
city is 80.5%. Namely, approximately 784,308 households have
subscribed cable television system. Five categories including signal
stability, channel selection, customer service, repair service and monthly
fee, are measured to evaluate subscribers’ satisfaction toward the system
providers.

As for signal stability, most subscribers (93.8%) consider it good, but
62.9% say they had signal interruption problem in the past year. Also,
59.7% of the subscribers have encountered the problem of interference
from commercials broadcasted by cable providers. Regarding the service
of channel selections, 36.4% of the respondents say they have
encountered the problem of channel rearrangement without notice and
52.9% think there are too many channels. However, 64.5% of the
respondents are satisfied with the programs they system provides. Also,
65.7% notice the tickers for public service information, and 33% have
seen commercial tickers.

In light of maintenance service, 28.9% of the respondents have asked
for repairing, while 84% are satisfied with repairmen’s attitudes and
86.5% are satisfied with their problem-solving ability.

With respect to customer service, 37.2% of the respondents say they
have called customer service center during the past year, while 72.4% are
satisfied with the time of call waiting, 82.4% are satisfied with
representatives’  attitudes, and 73.1% are satisfied with their
problem-solving ability.



Concerning the monthly fee, 36.8% of the subscribers pay NT.515
dollars each month as the government mandated. Compared to last year,
the monthly fee is reduced by 11% from NT.530 dollars. 5.7% of the
subscribers pay less than NT.515 dollars each month, while 35.7% pay
more than that. In addition, 66.5% of the subscribers consider the
monthly fee somewhat expensive.

In relevance of the satisfaction toward public access channel (PAC)
of community service, 14.6% of the subscribers know PAC’s definition.
74.9% have watched PAC, but only 11.2% are willing to provide their
homemade videos for PAC. As for channels produced by system
providers, 31.6% have watched the local channels produced by providers;
among them, 53% are satisfied with the quality.

Pertaining to the promotion of digital cable TV, 64% of the
respondents who have subscribers to the service are satisfied with the
service quality, but 22% feel otherwise. The reasons for non-satisfaction
include poor content of programs (41.6%), not many choices of programs
(23.9%), and high monthly fee (22.3%).

The research suggests that when promoting cable TV digitalization,
related policies should be formulated soon. Local government and cable
system providers can increase the subscription rate by using section
payment system, try-on service for potential customers, as well as
promoting and advertising the service. Furthermore, scholars and experts
suggest that in order to increase the public right of media access to public
channels, cable system providers should strengthen the localization
function of PAC by making programs from the aspects of educating the
public, hold promotions, and focus on public interests.



