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n April this year, the Government launched a public

consultation exercise on the reform of the regulatory
regime of the industry, and remarked that a decision would be
announced by the end of the year. Not only will this review
exert a very strong influence on the future standing of the
TIC in the industry, it will also bring about very far-reaching
consequences for the entire industry. As such, a large number
of people have paid intense attention to it, from members,
tourist guides and tour escorts, to visitors, the public and the
media. It may even be said that it was the number one issue of
paramount importance to the TIC this year. In the following,
I will summarise, apart from this issue, major undertakings of
the TIC during the past year.

Of the four reform options set out in the Government’s
consultation paper on the review of the industry, two of them
proposed retention of the current two-tier regulatory regime
and the self-regulatory authority of the TIC, with reforms to
be imposed on the TIC, and the other two suggested letting
the Government or a statutory body regulate the industry
single-handedly.

As the review would have far-reaching impacts on the industry
and the TIC, the TIC specially set up a working group to follow
it up in a bid to submit feasible recommendations to the
Government after wide consultation with industry members.
From April to July, the TIC had held three consultation
activities, with a total of about 190 members present. After
the views from various parties were collected, the working
group drafted a proposal for discussion and approval by the
Board. The TIC’s reform proposal, adopted by the Board after
repeated discussions, was submitted to the Government and
released to all members, the public and the media in mid-July.

Since 1988, the TIC has been engaged in self-regulation of the
travel industry and accumulated a considerable amount of
experience and expertise, thus making itself hardly replaceable
by other institutions. The TIC’s proposal therefore was in
favour of keeping the two-tier regulatory mechanism.And the
Board would be restructured to turn non-trade directors into
the majority and to allow independent directors to stand for
the Chairman election, in order that the TIC would become
more impartial and unbiased. Apart from that, rules to be laid
down by the TIC would have to seek government approval,
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Traders were very concerned about the Government's review on the
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and all non-compliance and appeal cases
would be handled by two independent
committees under the Government, in
order to enhance fairness in the handling
of cases. It was the strong belief of the
TIC that such a proposal would eradicate
misconceptions about the TIC, raise the
credibility of the regulatory regime and
was most appropriate and viable.

Irrespective of the reform to be put
in place by the Government, it will
take some time from its preparation to
implementation. During the period, the
TIC will strive to facilitate the work

N

regulatory system of the tourism sector: After considering the opinions

of various sectors of the industry, the TIC worked out some reform
recommendations and consulted members about them on 8 July.
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and continue to enforce self-regulation
dutifully, in order to prepare the industry
for any new challenges lying ahead by
making the industry grow healthily and
raising the service quality of its members.

The mediocre performance of the outbound market this year,
a mere 0.3% rise in levy income for the first three quarters,
was, mainly, the result of a dampened interest in travel on the
part of Hong Kong people caused by natural disasters and
man-made misfortunes. In January this year, large-scale anti-
government protests erupted in Egypt, with the result that the
Hong Kong Government issued a black outbound travel alert
for the country and plenty of package tours were cancelled.
In mid-March, the north-eastern region of Japan was struck
by a very severe earthquake measuring magnitude 9, tsunami
waves and subsequent nuclear leaks from a nuclear plant
in Fukushima prefecture. A red outbound travel alert was
issued for Japan and a black one for four of its prefectures.
About 900 package tours bound for Japan were cancelled as
a result, with more than 20,000 travellers unable to set off
for their destinations. The disaster has devastated Japan’s
tourism industry, and Hong Kong people have yet to feel
totally comfortable with trips to Japan, hence the influence
on the levy. In view of the gravity of the disaster and the long-
term, vital partnership between Japan and Hong Kong traders,
the TIC organised a fund-raising exercise and appealed to its
members to show their concern for the earthquake victims
by making donations, which were later sent to the Consulate-
General of Japan in Hong Kong.

In recent years, travel agents had been forced to cancel
quite a number of outbound tours because of unexpected
incidents, and had had to bear huge losses themselves. The
TIC therefore revised the directive governing cancellation
of tours for reasons beyond control in June this year, under

TR —F 22— E0E 9
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which travel agents were allowed to collect from travellers
the cancellation charges imposed by airlines, etc. Given that
unexpected incidents were beyond the control of travel
agents, the objective of the new rule was to allow the losses
arising from tour cancellations to be borne by both travel
agents and travellers. Whenever there are package tours
cancelled for reasons beyond control, the TIC will try its best
to negotiate with the airlines, etc for discretionary treatment
in order to minimise the losses for agents and travellers.

As regards protection for travellers, the ceiling of the
total ex gratia payments under the Package Tour Accident
Contingency Fund Scheme was substantially increased from
HK$180,000 to HK$300,000 in mid-March this year. And
free package tours were made to follow stricter regulations,
which banned any charges imposed on the tour participants
and which required comprehensive travel insurance to be
offered to them.

The TIC has committed itself to protecting the interests of
travellers simply because it can raise the service standard
of traders and contribute hugely to the whole industry. In
mid-August this year, a travel agent continued to operate
after announcing a close-down, thus creating confusion for
a while. To protect the public interest, the TIC had to state in
public that the agent was forbidden to continue its business
unless approval from the TIC was obtained. Its travel agent’s
licence was revoked later by the Travel Agents Registry.
Anyone who wishes to start a business as a travel agent or
close it down later has to follow the procedures in place, or
else the public will lose confidence in all travel agents. It is
hoped that members will observe the rules in order that the
industry can thrive under proper regulation.

There was a 16% increase in inbound visitors from January
to September this year, which was satisfactory. Despite
continuing growth, the inbound industry had seen several
cases, in which visitors from the mainland were forced to
shop, during the past one to two years, which aroused deep
concern among the public. The TIC therefore had issued
10 directives between late last year and early this year in
order to crack down on malpractices. The measures put
in place included the demerit systems for members and
tourist guides, the requirement of “one tour, one guide”, the
need for receiving agents to sign service agreements with
tourist guides, and others. The Shenzhen Municipal Bureau
of Culture, Sport and Tourism also stipulated that authorised
travel agencies in Shenzhen ought to have relevant
documents stamped with their dedicated outbound travel
stamps and signed by their specified personnel. If the TIC
found out that its members were dealing with unauthorised
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A one-day geotour to Kiu Tsui Chau, Po Pin Chau and Yim Tin Tsai was
organised on 20 August this year for 240 participants to admire the natural

landscape of Sai Kung.
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tour operators when registering
tour confirmation agreements, it
would reject the registrations and
inform the Shenzhen authorities to
initiate investigations.

Thanks to the effectiveness of the
above measures, complaints filed
by inbound visitors during the first
three quarters recorded a significant
drop of 30%. Having said that,
there were a few occasions when
mainland visitors who were not
happy with their accommodation
and then complained to the TIC.
The root cause of such incidents
was that the tour operators on the
mainland failed to explain clearly
to their customers the kinds of
accommodation they would stay
at. To prevent unnecessary disputes, members should notify
their mainland counterparts in no unclear terms of the
accommodation arrangements in Hong Kong; and should
the hotel rooms be unavailable, they should urge the tour
operators not to send any tour groups to Hong Kong without
their consent. The TIC will press on with regular spot checks
and undercover operations in order to detect whether
inbound agents, tourist guides and registered shops have
breached any of its rules.

- —

There were two incidents of conflict between tourist guides
and mainland visitors this year, which attracted extensive press
coverage. This kind of incident, no matter who was in the right,
will certainly damage the image of Hong Kong. It is hoped that
members will remind their tourist guides to put the interests
of visitors before theirs and avoid arguing with the visitors.To
further raise the professional standard of tourist guides, the TIC
revised the requirements under the Continuing Professional
Development (CPD) Scheme for Tourist Guides. Those who
apply for the Tourist Guide Pass in 2012 or after will have to
fulfil the CPD requirements every time they renew their Pass
in order that the idea of lifelong learning can be cultivated
among tourist guides. Following the acceptance of the Hong
Kong National Park into the Global Geoparks Network in
mid-September this year, the demand for geopark guides was
expected to surge hugely. The TIC therefore set up the Geopark
Guide Accreditation System, under which intending geopark
guides may take a course and pass a qualifying examination to
become Accredited Geopark Guides.

Starting from December last year, PricewaterhouseCoopers
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The TIC bas frequent exchanges with tourism
organisations from various places. Representatives of the
Namibia Tourism Board visited the TIC in September this
year.
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Advisory Services Limited began to carry out an 18month
internal audit for the TIC. The first two phases of the
audit, which covered governance and administration, and
membership services and public relations, were completed
in March and August this year. The two audit reports made a
series of recommendations. Some of them, which concerned
improvement on internal procedures, had already been or
would soon be implemented, whereas some others, which
concerned the structure of the TIC, would not be dealt with
until the announcement of the Government review on the
industry. Phases three and four of the audit will cover issues
relating to monitoring, investigation, enquiries and registration.

As the number of rules laid down by the TIC is on the rise,
members may sometimes be unable to master the contents of
all of them. In view of this, the TIC revamped the “Directives”
section of its website by adding a search-by-category function
and a “Remarks” column, which should help members to have
a good grasp of various rules of the TIC.

As at 15 October 2011, the TIC had a membership of 1,610,
of which 1,519 were Ordinary Members and 91 were Affiliate
Members. To maintain ties with members, the TIC organises
various kinds of activities on a regular basis, which enhance
members’ understanding of the TIC and allow members to
strike up a friendship with one another. The three members’
lunch gatherings held this year saw very high attendance
figures, especially the two about travel insurance, which
boosted members’ knowledge of travel insurance products.
Members were also very enthusiastic about the one-day outing
to Sai Kung and the seminars about directives on inbound
travel and the minimum wage.

The regulatory regime of the industry is about to face major
reforms. No matter what changes will be made to the role
played by the TIC, I do hope that members will keep up their
efforts to upgrade service quality in order that the standing
of the industry will continue to rise. The support of various
parties during the past year enabled the TIC to carry out its
many tasks. I would like to express my wholehearted thanks
to the Tourism Commission, the Travel Agents Registry, the
Security Bureau and relevant organisations of the industry for
their close cooperation with the TIC. All directors, committee
members and staff of the TIC have fully devoted themselves
to the TIC and deserve my unreserved gratitude.

~ R

Joseph Tung j»
Executive Director

31 October 2011



