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press@hkmediawatch.com

to:

" consultation-cabletv@ofca.gov.hk

27/07/2015 12:40 AM

Hide Details

From: "HKMEDIAWATCH" <press@hkmediawatch.com>
To: <consultation-cabletv(@ofca.gov.hk>

Dear Ofca and Cable TV

Below was a message sent from internet user to our facebook group FYI.

We strongly feel that Ofca should handle complaints of ATV, TVB, Cable TV, Now as well as RTHK
the same.

We feel that we cant get the feedback from Ofca despite repeated attempts to raise concerns to
Ofca since 2012...

We want Ofca to offer RTHK public opinion consultation meeting ASAP

Net user Mrs. Cheung
c¢/o www.facebook.com/groups/hkmediawatch

Mei Li
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Public Hearing on the Renewal of
the Domestic Pay Television Programme Service Licence of
Hong Kong Cable Television Limited
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ADDRESS : 3/F, 28 WANG HOI ROAD, KOWLOON BAY, HONG KONG

TEL/FAX :3762 2105/2305 5262
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ERICA CHARLES
for PR & FASHION LABEL.

- International brand development consuftancy specialising in brand
strategy, brand communications, trend/product design and direction
for the fashion and fashion-related sectors

» Profound knowledge of retail marketing and brand management

» Lecturer of various courses at Central Saint Martins including
Fashion Promotion, Fashion Design & Marketing, Branding & Brand
Management

» Clients included brands and retailers from high street to premium,
such as ASOS.com, Lipsy, The Limited Inc. (own Victoria’s Secret),
Emanuel Ungaro, Oscar de la Renta, revolutionary, Maiy Portas’ Living
& Giving Shop for Save the Children

HYWEL DAVIES
for FASHION COMMUNICATION

+ Course Leader for BA (Hons) Fashion Communication and Senior
Lecturer at Central Saint Martins

= Hywei has written for The Guardian, The Sunday Telegraph, The
Financial Times and The Independent. Previously fashion editor at
Sleazenation, he has alsc contributed to GQ Style, Arena, Vogue, Elle,
Wallpaper, Nylon, Dazed & Confused, Mcdern Menswear, 100 New
Fashion Designers, British Fashion Designers and Fashion Designers
Sketchbooks all published by Laurence King

+ Consultant for fashion brands including Topman, Braun, Orange and
Levi's and is currently the fashion features editor at Observer Man, a
correspondent for SHOWSstudio and consultant editor to ASOS Man

ENTRY REQUIREMENTS:

APPLICANTS SHCULD NORMALLY HOLD:

« a bachelor's degree awarded by a recognised university, preferably with years of
relevant management experience; or
a recognised tertiary level qualification, with substantial years of experience at
executive level.

VENUES: Centre for Degree Frogrammes, Admiralty and The Mills, Tsuen Wan
NUMBER OF PLACES: 25 in each course
MEDIUM OF INSTRUCTION: English

CERTIFICATE CF ATTENDANCE: Each participant will be presented with a certificate
of attendance issued by Central Saint Martins College of Arts and Design, University of
the Arts London, subject to 80% of the attendance rate.

TO BOOK / ENQUIRE FREE ONLINE APPLICATION OPEN

3 (852) 2910 7626/7629 http:/ihkuspace.hku.hk/cdp/
[ exe.cdp@hkuspace.nku.hk

HKU SPACE is a non-profit making University corpany limited by guarantee. For terms and conditions applied to the course, please rafer to Notes. to Applicar!s in the
attached application form or refer to the CDP website.



About HKU SPACE Centre for Degree Programmes

With the motto ‘Education with a Global Vision, HKU SPACE Centre for Degree Programmes (CDP) was established in 2003 with a
mission to offer full-time degree programmes for young adults. In the academic year of 2015, CDP offers more than 30 full-time
programmes in collaboration with overseas universities. As the demand for postgraduate qualifications is on the rise in Hong
Kong and the region, CDP introduced a range of postgraduate diploma, taught master's and executive programmes back in 2011,
catering to the needs of degree holders.

CDP, in coliaboration with Central Saint Martins College of Aris and Design (CSM), first offerea a series of one-to-three day
executive courses, covering areas ranging from branding, fashion design and marketing to creative business design for senior
executives in 2011. Since then, the Cenire has been running the annual series with top-notch lecturers from CSM who are active
designers, art administrators, city strategists and brand consultants. The Series not oniy provides a platform for experience
sharing among Hong Kong delegates, it also keeps the delegates abreast of the world's innovative strategies, creative ideas and
skiils.

About Central Saint Martins College of Arts and Design, University of the Arts London

CSM is one of the world's leading institutes for arts and design education, a reputation based around the achievements of its
graduates and the creative energy of its current staff and students. CSM inspires its students and staff to be alert to new
approaches and ideas; the resulting journey can be challenging but is never dull. This forward-looking approach places CSM at
the heart of London's dynamic creative scene. -2

With its 150 years of history, CSM's famous alumni include some of the most important British and intern«ml artists from
famous painters such as Lucien Freud and Frank Auerbach who studied fine art at St Martin's in the middle of the 20th century; to
Sir James Dyson, the industrial designer and founder of Dyson Industries; A.S. Byatt, the British author; Colin Firth, the actor and
winner of BAFTA's Best Actor Award and to the latest wave of the world's celebrated designers including Katharine Hamnett, Marc
Jacobs, John Galliano, Alexander McQueen and Stella McCartney.
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Mothers Against Television Encirclement®
2BEITERFE S ERZEDIHEEC

—Your MATE towards a hassle-free world 2 5 =R {2 752

17 August 4348TE. (2015 A.D.)

The Communications Authority

c/o Office of the Communications Authority
20/F, Wu Chung House

213 Queen’s Road East

WAN CHAI

HONG KONG

Our views and suggestions for the renewal of the
Subscription Television License of CableTV Service

Dear sirs/madams,

We are pleased to hear from the Authority that the Consultation Exercise
Renewal of the PayTelevision Programme Service Licence of Hong Kong
CableTelevision Limited is now open for the public opinion and
suggestions, which is our treasure opportunity to express our views and
evaluations of overall performance of CableTV Services (short in “Cable
TV” below) for your to consider whether the Cable TV suits for its
continuation of subscription channels business.

Door bells are not toys—subscription parades in my lane?

1. CableTV faces heavy criticism on its unfair trade and services. It is
a commonplace, from our clients residing at blocks, that the salesmen

from the CableTV travels around the corridors in their residential blocks
as early as the clock is close to 10 in the morning. From 1506 complaints
from our clients, the sale assistants kept knocking their doors and telling

Don't let 'em burn a hole 1 in your pockets



them a lot of offers for subscription of Cable TV services day by day until
the household becomes a client of CableTV.

2.  Around 750 clients residing at public housing blocks reflected that
the situation remains unsolved for years after the security barriers have
been installed. Numbers of complaint cases have been filed to their
housing offices, which are closed in the situation of unsatisfactory
resolutions, as the office provided the same reason—they are unable to
distinguish between an installation technician and a salesperson.

3. According to media coverage of CableTV promoters, personnel
from CableTV are notorious for their ways boosting their revenue (as
well as bonus, commission, etc.) including, but not limited to:

@ Pretending HA officers for inspection

@ Evasion as authorised from HA for “free” set-up

@ False information of discontinuation of free-to-air channels without
subscribing Cable TV

® “Cheating” seniors with free PEL (*F%44i#) installation

@ Salesperson promoting at night

@ Entering a building with the reason of service consultation with clients;
door knocking parades indeed

By these common malpractices from salespersons, it is critical that the
CableTV and its related companies should consider improve their public
image by preventing the salespersons from causing nuisance among
residential blocks.

Seven deadly sins of Cable TV
4. Here comes the spotlight of our statement.
The problem of its officious, complicated, anti-tampered procedures of

cancellation of Cable TV subscription, has become the most notorious
feature among the pay television networks in Hong Kong.

Don't let 'em burn a hole 2 In your pockets



There is a number of parodies among the net communities in Hong
Kong showing that the cancellation of subscription is “out of the
question” One of the hot videos onYoutube expressed that, even the
Fuhrer from German Reich cannot hang up the Cable TV services,
irritated by a minor suggestion of “dialing the hotline again”

Although the parodies could not tell the whole story, but the
skyrocketing clicks of the video represents that the Cable TV has become
notorious nationwide.

5. The story of Mein Fiihrer can trace back to some major incident of
dispute as seen on headlines. It is critical that customers from Cable TV
are facing the complications resulting from the asymmetric information
between the Cable provider and the clients. Some cases covered from
print media have unveiled the fact that a customer may incur a monthly
fee without any consent with the Cable TV. Major unfair trading
manoeuvres are presented in following paragraphs.

6. “Free subscription offer’, one of major fraudulent promotional
offers, becomes a commonplace for network services scam in Hong
Kong, especially the households with special needs. One of complaints
from Local Councilors that the salesperson claimed that an 8-month fee
rebate will be given to a new subscriber, by annotating the offer on the
subscription contract. Later was found fraudulent when the client
phoned the CableTV for its details, with the salesperson disappeared.

iz This is our formal censure to the CableTV that the company has
been taking advantages from those with special needs, especially
seniors and disabled. A senior couple with the husband with severe
hearing and visual impairment becomes a victim of Cable TV scam. A
salesperson, pretending a cable technician, entered the client’s house for
“inspection” of domestic cables. At the time the salesperson complete
the alleged inspection, he offered a paid TV contract ($150 per month)
wrapped with “free of charge’, followed by the unsuccessful cancellation
of unfair subscription.

Don't let 'em burn a hole 3 in your pockets



8. Many customers reflected that their subscriptions were renewed
without their bona fide consent. Some media covered cases were the
false offers to existing customers, alleged with a significant discount
with the “new” contract signed, result in a duplicate contract with
customers. A number of cases were unsolved until the Local Councilors
intervenes the resolution process, with satisfactory results archived.

9. Atelecom subscription contract with minimum duration is a
guarantee with both sides of contractors. If a subscriber cancels the
subscription within the period, the provider may request a repay of
remaining service charges. But these information may be “censored” by
the salesperson, claiming that a client may end up the subscription 3
month later, on a 18-month contract.

10. The unfair trade of Cable TV networks may result from the
attractive bonus and trade commission. Some customers subscribed the
service by the “service fee waiver’, in practice, the fees for the first 3
months will be “unofficially waived” —by the fees paid by the
salesperson himself. The customer may not realise that the “fee waiver”
is fraudulent until they received the bill.

Married to game, like a **** you for christmas—far easier to climb the
IMit. Everest than cancelling a Cable TV subscription?

1. There is no rapid opt-outs for the Cable TV services until 2007, the
year CableTV lost its broadcasting rights for major football leagues,
such as UEFA, England Premium League, etc.

To retain the existing customers from altering their cable providers,
several “invisible” barriers were set up over the cancellation procedures.
The officious procedures has recently resulted in a blood battery at the
HQ of CableTV.

12. Poor customer service is one of the major problem among
telecommunication services in Hong Kong. Time-consuming phone calls,

Don't let 'em burn a hole q In your pockets



officious procedures of opt-outs, and unseen surcharges, “flexible staff
duties’; build a number of fences and bars on the way to cancellation.
According to the voices from 2025 complaints, the experiences tell the
story that connection to the customer service operator could spend up
to 30 minutes, in which the requests may be turned down for various
reasons. In the one-fifth successful cases, the client didn't complete the
procedures without 7 or more calling attempts, as well as 60-day period,
with fees charged.

13. It is no wonder that the installation hotline connects in less than a
blink, with the termination hotline unavailable from time to time.The
fact, that the CableTV shop, Cable TV website, or even the Cable TV
Headquarter do not accept any request of service termination, is out of
guestion unveiled by our members, which means that the service hotline
is the exclusive channel for the request of termination.

14. It is reasonable that the company owns the cable modem, which
should be returned upon the termination of the subscription. The Cable
TV has NO responsibility for any removal of cable devices, making the
customers confused on the way they remove the modem and decoders.
A heavy penalty up to $1.500 may be imposed for client returned the
device overdue even 1 day later.

15. The exploitation on customers continues even the request of
cancellation is made; it is reported by 550 of our clients that the staff on
the line may deter the client’s request by persuading with numbers of
new offers, or just keeping the line “hold on” for an unreasonable
period, even hanging up without any reason; this could represent that
the hotline could accept all request—except termination.

16. The retrieval of termination request form does not sign the end of
nightmare. It is a hotline operator’s advice that the termination form is
non-transferable, where a form is exclusive to the client concerned, and
is recorded in the system. Reportedly, almost all unsubscribe request
takes two weeks from the day the client requested. In some

Don't let ‘em burn a hole 5 in your pockets



procrastinated cases, the client didn't receive the form within two weeks,
and the further request of mailing the form was turned down for the
form “is sent”

17. Everlasting nightmare even the client filled up the form. Firstly, the
exclusive cancellation form will expire, meaning that the company will
decline a request with expired copy. Some of the complaints showed
that the chances are the subscription will continue—even renew —
automatically even the termination form was sent. One of the victim had
enquiry for his bills, and realised that the company didn’t receive his
termination form—chances are the mail was lost en route—, resulted in
the automatic renewal of subscription. Some community counsellors
advise that the process can be secured by mailing the form with register
or Priority Mail, which require a heavier postage.

18. A further enquiry with our clients discovered that the decoder is
vulnerable.That is, the decoder may be made with poor material, and
the damage could happen easily. Once the decoder (or any devices
provided by CableTV) is found damaged upon return, the client may
incur a heavy charge for $600 without notice. Nevertheless, the
successful termination of service will not put an end to the client’s
nightmare. As the company is looking forward to your return, they made
a numbers of unwanted calls for offering their services, as well as
frequent door visit to the ex-customers.

Forget about the forms, but what about the programmes itself?

19. This could be the only compliment for today.

The PR teams are dedicated to provide the realtime, accurate, and
unbiased news for the audiences from the TV to the net. Especially
during the multi-centric civil disobedience movements, the broadcasting
team presented the scenes from the conflicts, with the lowest extent of
self-censorship. The news footages have also helped a number of
defendants in OC-related lawsuits free from the bars, which are critical

Don't let ‘em burn a hole 6 in your pockets



evidences against the police brutality during the occupy central
movements.

20. Inrecent years, the programmes from Cable TV —especially news—
may deliver distractive informations, like wrong number of rates, or
inappropriate language. But the frequency of the broadcast misconduct
is negligible, as the situation is not as critical as a “television who lost
their license recently”

Begin reading here if you want more suggestions than critique

21.
Whereas the Hong Kong citizens deserve freedom from harassment
from all kinds of forces;

Whereas the Hong Kong is home to commercial scams, which
jeopardise the telecommunication industry in Hong Kong and the Asia-
Pacific;

Whereas the user-unfriendly customer services is rejected and
unacceptable territory-wide by our citizens and netizens;

Whereas the unfair trade with people with special needs is tolerated
under NO circumstances among our society;

Whereas the access to the internet and television broadcast becomes a
part of human right, which constitutes the freedom of information;

Whereas the league of telecommunication shall learn a lesson for its
service and the consequences of unfavorable communication;

The Mothers Against Television Encirclement (MATE) is now declaring

for the objection of renewal of the Pay Television License of Cable TV
Services Ltd., whose license should cease to be valid after expiration.

Don't let 'em burn a hole 7 in your pockets



22.

Despite the CableTV Service is on the sunset, the related authorities
should consider opening the free-to-air television for bid. The free-to-air
television, consist of a two-thirds of views, is lack of competence so that
the quality of TV programmes free-to-air are deteriorating for years.

23.

It is out of question that the communication authorities have failed to
deter any unfair trade on pay television services. We hereby call for a
more strict regulations against the fraudulent sale, as well as
harassment to the clients and target customers.

24,

As a result from the termination of the license of CableTV, the
authorities should pay their greatest effort in dealing with existing
customers, as well as labour forces in CableTV, for a smooth and hassle-
free transition towards other television services for customers, with the
mentorship of business transformation for the company. Besides, a total
review of current telecommunication policies are strongly
recommended in order to unleash the potentials of competence in Asia
Pacific.

Yours faithfully,
For & On behalf of
Mothers Against Television Encirclement (MATE)

ol

[
Konstantine Leung

Secretariat
(Hong Kong)

Don't let 'em burn a hole 8 in your pockets
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