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Agenda

1. Update on the latest development of the P2P 

telemarketing calls issue.

2. Update on the status of the P2P Telemarketing 

Code of Practice Certification Scheme.

3. Collect views of the 3 options as proposed by 

CEDB.

4. Formulate plan to feedback our concerns to 

CEDB. 

5. A.O.B. 



Media Coverage

• 明報

• 經濟曰報

• 星島日報

• 東方日報

• 頭條曰報

• The Standard

• 商業電台-新聞

• 香港電台-千禧年代

• 香港電台-白由風，自由
phone

• 無線電視-新聞

• 無線電視-時事多面睇

• Now TV-新聞

• Now TV-時事全方位

• 鳳凰衛視-時事大破解

• 香港01



Media Coverage

Hong Kong Economic Times 



Media Coverage

South China Morning Post



Media Coverage

The Standard



Media Coverage

Ming Pao



Media Coverage

Sing Tao



Principles considered in regulation 

of P2P calls  

• The regime should be effective in identifying and filtering 
unwanted P2P calls so as to reduce nuisance to 
recipients; 

• The regime (statutory or otherwise) should be 
enforceable to the extent that any breach by 
telemarketers can be effectively traced within 
reasonable resources; 

• The regime should be flexible enough to respond to 
quick market changes and people’s needs; 

• The regime should not impose onerous burden on 
normal business operations; 

• Impact on employment opportunities in the 
telemarketing field and related businesses should be 
minimized as far as possible. 



The 3 options proposed by 

CEDB

• Option 1 – Trade Specific Self-regulatory 

Regime

• Option 2 – Call-filtering Applications in 

Smartphones 

• Option 3 – Do-not-call Register  



Option 1 – Trade Specific Self-
regulatory Regime

• The codes of practices (CoP) to be established, 
operated and enforced by respective trade 
associations. 

• Non-statutory - Non-compliance will not attract 
legal liability, either civil or criminal.  

• Trade associations administering the codes of 
practice to set up and enforce their own 
sanctions towards non-compliant members to 
boost compliance.

• Establish formal complaint handling procedures 
for reporting unwelcomed P2P calls.  Number of 
complaints received can also be made public 
from time to time to raise public awareness.



Option 2 – Call-filtering 
Applications in Smartphones 

• Establish smartphone applications for screening or 
filtering telemarketing calls by collecting  
telemarketers’ phone numbers through voluntary 
reports from members of public.

• The Government may collaborate (through 
funding or other forms) with selected software 
companies to improve the existing applications 
and promote the wider use of call-filtering 
applications. 

• Non-statutory - Telemarketers are not prohibited 
to make telemarketing calls but their calls will be 
automatically filtered by the call-filtering 
applications for those who have installed such 
applications. 



Option 3 – Do-not-call Register 

• Establish a Do-not-call Register by law to prohibit 

telemarketers from calling the numbers listed on 

the Register.

• Any phone user unwilling to receive telemarketing 

calls can register his/her phone number(s) with 

the Register. 

• This option is statutory in nature.  Non-compliant

telemarketers will be subject to legal sanction,

either civil or criminal.



Other Options Explored but 

Concluded Not Feasible 

• A self-regulated broad-based Do-not-call 

Register

• Assigning Specific Prefixes to Telemarketers 



A self-regulated broad-based 

Do-not-call Register 
• A non-statutory Register across all industries 

maintained and operated by a trade association or 
similar private organization e.g. Marketing 
Association of New Zealand. 

• Not Feasible because:

 The diversity of businesses; the vast number of SMEs
in Hong Kong, there is not a single trade body in a 
position to establish, maintain, operate and 
administer a non-statutory Do-not-call Register 
covering different trades. 

 High cost and manpower involved. it is unlikely for 
businesses to self-initiate such a move in Hong Kong



Assigning Specific Prefixes to 
Telemarketers 

• Assign specific prefixes to telemarketers for easy identification of the 

general public before deciding whether to answer the call

• Mandate telemarketers to register with the telecommunications 

authority

• Not Feasible because:

 A new law is required to empower the telecommunications authority 

to register telemarketers and assign them with specific number 

prefixes and prosecute unregistered telemarketers 

 It will be extremely difficult to catch telemarketers who seek to 

circumvent the prefix registration system or deliberately avoid 

registering with the Government by calling with ordinary phone 

number prefixes or calling from overseas

 Generate a higher demand for telephone numbers, reduce flexibility 
on number assigning and create adverse impact on the existing 8-

digit numbering plan.



Comparison of the 3 Options
Option 1 Option 2 Option 3

Regulation format:
- Code of Practice
- Formal complaint 

procedures
- Associations to enforce 

their own sanctions 

Regulation format:
- Establish smartphone apps

to screen / filter unwanted 
telemarketing calls 

- Govt. to fund  selected 
software companies to 
improve  existing 
applications 

Regulation format:
- Establish a Do-not-call 

Register by law 
- Phone users unwilling to 

receive telemarketing calls 
can register their phone 
numbers with the Register. 

- Non-compliant 
telemarketers will be 
subject to legal sanction

Non-statutory Non-statutory Statutory

Limitations:
Effectiveness hinges on its 
member coverage and their 
commitment in complying 
with the CoP

Limitations:
Rely on voluntary reporting of 
telemarketers’ phone number, 
accuracy is not guaranteed
Some apps contain  “reverse 
look-up” function that user’s 
phone number may be 
accessible by third parties

Limitations:
Calls made from outside of 
HK, collection of evidence 
and circumvention 
techniques like spoofing and 
VoIP calls could undermine 
the enforceability and 
effectiveness of the regime. 



Person-to-person Telemarketing 

Code of Practice (CoP)

 Hours of Calling 

 致電時間
 Identity and Purpose 

 身分和目的
 Unsubscribe Request 

 取消接收要求
 Statistic of Complaints 

 有關投訴的統計數字
 Use of Automated Dialing Equipment 

 使用自動撥號設備
 Called Party who is travelling overseas when the call is 

made 

 致電時接電者正身處海外



Trade associations that practice  

self-regulatory scheme 

• 香港銀行公會
• Hong Kong Association of Banks

• 存款公司公會
• DTC Association

• 香港保險業聯會
• Hong Kong Federation of Insurers

• 香港通訊業聯會
• Communications Association of Hong Kong

• 香港客戶中心協會
• Hong Kong Call Centre Association



o HKQAA to conduct audit for the participating telemarketers to 
ensure compliance to the CoP

o Different assessment methodologies are used for each checkpoint,
that include:

recorded calls assessment; document review; data inspection;
equipment setting checking; on-the-spot interview

o One man-day to be required for the Certification Audit

o HKCCA to issue Compliance Certificate to telemarketers that had
passed the audit

o Telemarketers that failed the first audit to be re-audited within 3
months

o HKCCA to maintain a list of certified telemarketers on the HKCCA
website for public access. The updated list to be submitted to CEDB

o The Certified Telemarketers to be re-audited every 12 months

Audit and Certification



Contact Centre Industry 

Employment in Hong Kong – 2014 

Research

• Hong Kong companies have about 3,500 contact centers and 

majority of companies have 1-2 contact centers in Hong Kong 

or China

• Among 3,500 contact centers, 2,500 of them are located in 
Hong Kong while the rest are outside of HK

• There are about 45,000 seats in the contact centers in Hong 

Kong, and contact centers located in HK generally have fewer 

seats than those located else where

• About 30,000 employees offer inbound call service only; about 

25,000 employees perform both inbound and outbound call 

while about 3,000 only do outbound.

• Over 81% of the about 58,000 employees are employed as 
full-time agents at the contact centers in Hong Kong



Our Position

• Support an industry association Self-regulatory Regime and that 
the P2P Telemarketing Code of Practice Certification should be 
mandatory.

• Support a registration regime, coupled with the certification 
mechanism that all operators will need to be compliant to the 
Code of Practice and be traceable.

• Oppose the establishment of a cross-sectorial or sector-specific 
do-not-call registry on person-to-person marketing warm calls.

• The establishment of “cold call only” and sector-specific do-not-
call registers on person-to-person marketing calls would be 
acceptable if an expiry date to be associated with the number 
registered. And sanctions could be enforced towards off-shore; 
non-compliant telemarketers 

• Propose the beneficiary / principals of the cold call to be held 
responsible for the offence related irrespective of where the call 
was generated.

• It is the responsibility of the authority concerned to tackle the 
crimes using marketing calls as a tool and channel for the illegal 
acts. 



Feedback Plan

Date Action

11 May 17 Public Consultation starts

25 May 17 HKCCA Member Meeting to review the Consultation Paper and 
Options 

16 June 17 Feedback collection ends

19 June 17 Hong Kong Contact Centre Industry research starts 

14 July 17 Consolidate views and submit HKCCA proposal to CEDB

31 August 17 Release of research findings



THANK YOU


