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I would like to extend my heartiest congratulations to the
Communications Association of Hong Kong (CAHK) on its publication
of the “2017 Official Guide to ICT Industry in Hong Kong”.

Since its inaugural publication in 1992, this Guide has been an invaluable
source of reference for both the industry and the public on the latest
developments in the information, communications and technology (ICT)
sector for over 20 years. Published biennially, the Guide provides an
up-to-date profile of the industry, such as emerging technology trends,

salient changes that are shaping the market landscape, and the insightful
views shared by prominent and influential figures in the industry. This year, the theme of the Guide
is “Innovation Leadership”. This is a forward looking subject that timely reflects the critical role of
leadership in championing innovations that drive technology, service and business developments in
the information age.

Apart from its notable contribution to the promotion of industry interests, CAHK has been a long time
partner of the Office of the Communications Authority (OFCA) in safeguarding consumer interests. Iam
deeply grateful for the unflagging support given by the Chairman of CAHK, Mr Stephen Ho, and all the
members of CAHK in working with us to meet the ever increasing expectations of telecommunications
users and in turn upholding the reputations of the industry. A series of industry-driven measures, which
have substantially enhanced the protection for consumers, have been successfully implemented because
of their collaborative effort and commitment. These measures, such as the promulgation of the Industry
Code of Practice for Telecommunications Service Contracts and the establishment of a self-regulatory
mechanism to govern chargeable mobile content services, have all played a key role in bringing down the

number of consumer complaints relating to telecommunications services.

In particular, I am pleased that, after a two-year trial, the Customer Complaint Settlement Scheme
(CCSS) has been implemented on a long-term basis since May 2015. Operated by CAHK and funded
by OFCA, CCSS is a voluntary scheme aims to resolve billing disputes in deadlock between the
telecommunications service operators and their customers through mediation. Up till now, over 600
cases have already been resolved under the scheme and the successful rate is close to 100%.

Looking ahead, I am confident that CAHK and OFCA will continue to join hands to facilitate the
development of the communications industry and respond expeditiously to the needs and aspirations
of service users, thereby ensuring that the quality of communications services in Hong Kong will be
maintained at a preeminent level.

I wish CAHK every success.

MISS ELIZA LEE
DIRECTOR-GENERAL OF COMMUNICATIONS
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INNOVATION LEADERSHIP
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