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Abstract

With the practice of the Convention on the Rights of Persons with
Disabilities, real-time captioning service has been carried out since 2017 and
has been playing an important role in promoting and securing the equality of
the share of information. From the very beginning of the service, there has been
very few researches on real-time captioning service, let along researches
conducted from perspectives of the users — people with hearing loss. Yet
feedbacks of the users are the most valuable assets on improving the service
system. This study discusses the experience, subjective feelings and
expectations of people with hearing loss, those whom are the participant of this
study.

This study is conducted by qualitative research and in-depth interview
with purposive sampling and snowball sampling. Six people with hearing loss
were invited to the interview to undertake a one-to-two-hour, in-depth, semi-
structured interview. The recording were later made into transcriptions for file
management, programming and analysis.

The result of the study shows A) When it comes to the administrative

procedures, people with hearing loss are satisfied with a variety of promotion



measures, easy application process, customerized dispatch service, patience of
the staffs, staffs handling problems and coordinating service resources properly,
and provision of captioning files. Negative experience includes staffs being
unfriendly, feedback forms turned out to be merely formality, the information
gaps between agencies on application, failures of application due to the
residential address and time limit and service required being unavailable. B)
People with hearing loss give positive feedbacks on captioners transcribing
accurately, demonstrating serious attitude and being good at improvising
during the captioning service. Negative experience includes captioners
answering questions passively, the interruption of the use of device, missing in
transcriptions and services provided not fit his or her own demand. C) In terms
of others types of services, people with hearing loss had used NGO services,
remote captioning service in churches and real-time captioning service
provided during streaming events.

This study finds that there are a variety of roles and factors that effect and
influence the service and the experience. Thus, general system theory was used
for a comprehensive discussion on captioning service. The study later

integrates research goals, results and findings to come up with a conclusion



and then provide suggestions for future studies and the practicing real-time

captioning service system.

Keywords: people with hearing loss, real-time captioning service, qualitative

research, in-depth interview, general system theory
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