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The “Customer Complaint Settlement Scheme” (CCSS) is a
mediation scheme set up by the telecommunications industry
to help resolve biling disputes in deadlock between
telecommunications service providers and their customers.

The mediation service is provided by an agency (CCSS
Agent) set up under the Communications Association of Hong
Kong (CAHK), an industry association representing the
communications sector in Hong Kong. Customers who choose
to use the mediation service under the CCSS may first contact
the Office of the Communications Authority (OFCA) which will
assess the cases. OFCA will refer accepted cases to the
CCSS Agent for further handing.

Mediation helps resolve disputes between parties without
involving legal formality and expensive legal cost. Mediation
service under the CCSS is provided by independent and
trained mediators, through telephone, electronic means or
face-to-face meetings, to assist the concerned parties to
identify the issues in dispute, their respective positions and
expectations; to facilitate the negotiation; to formulate a
solution; and ultimately to reach a settlement agreement
regarding the resolution of the whole, or part, of the dispute.
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WHICH SERVICE PROVIDERS
PARTICIPATE IN THE CCSS?

All major telecommunications service providers in
Hong Kong have participated in the CCSS. A list of
the CCSS Members is available at the CCSS website at
https://ccss.cahk.hk.



https://ccss.cahk.hk

Mediation service under the CCSS is limited to billing
disputes between the telecommunications service providers
participating in the CCSS (CCSS Members) and their
customers. Billing dispute arises when a customer disagrees
with the amount shown on the bill issued by a CCSS
Member. Some examples of billing disputes are given below:

a charge for something that is not subscribed to or
< accepted on delivery

/; a charge for an amount that is different from the
charge specified under the contract

ama a charge entered on a date different from the
H service commencement or consumption date

_QF a bill failing to show a payment, rebate, or other
credit to the customer’s account

Not all billing disputes fall under CCSS’s purview. For example,
a dispute arising from the quality of the service or the level
of charges explicitly stated in the contract will be outside the
scope of the CCSS.

Billing disputes falling within the scope of CCSS and meeting
all of the following conditions are eligible for acceptance
under the CCSS:

you are using a telecommunications service from a
CCSS Member for personal and/or residential use

the amount in dispute is not less than HK$300

gamA you have lodged the complaint within 18 months from
18 | occurrence of the event triggering the dispute with
the CCSS Member via the designated channel(s) and

a deadlock is reached

A deadlock means a situation either:

(a) where the CCSS Member has notified you that
it could not settle the billing dispute with you, or

(b) where more than 6 weeks have passed since you
have first complained to the CCSS Member and
you consider that it is not possible to settle the
dispute with the CCSS Member
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For an accepted case, the applicant is required

to pay a non-refundable service fee of HK$50
for using the mediation service under the CCSS.
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If you would like to use the mediation service under the
CCSS to resolve your billing dispute with a CCSS Member,
you should make an application as soon as possible after a
deadlock is reached. For application to the CCSS, please
contact OFCA at 2180 9521. You may visit the CCSS website
of CAHK at https://ccss.cahk.hk for further information.
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