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Abstract

The ROC government has been
making a great effort to promote the
fulfillment of the National information
Infrastructure in Taiwan. Thereare
more than 8 million people who have
experiences of using theinternet. The



broadband network technology and
applications have been developed
rapidly in recent years. There aretwo
major forms of broadband network
technology: cable modem and ADSL.

In Taiwan, two MSOs (Eastern
Multimedia Group and Hoshin
Gigamedia Center, Inc.) provide the
services of broadband network via cable
modem. HiNet and SEEDNet are the
major ADSL service providers. The
three new fixed networks have offered
ADSL services aswell since they started
their operation.

The purpose of this paper isto (1)
anayze the users behavior of ADSL and
cable ISPs; (2) analyze and compare the
service quality of ADSL and cable ISPs;
(3) analyze the customer satisfaction of
ADSL and cable ISPs; (4) analyze the
government's broadband policy.

Research methods include literature
review, in-depth interviews,
guestionnaire (via WWW) and focus
group. Hopefully, this research will
provide index of service quality and
customer satisfaction of ADSL ISPs and
cable ISPs to the industry, the
government and the academic groups.

Keywords: broadband networks, ADSL,
cable modem, service quality, customer
satisfaction.
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