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It is heartening to learn that despite a faltering global

economy that has continued for some time, outbound and
inbound business was rather brisk this year. The outbound
levy income for package tours recorded a year-on-year
increase of 6% between January and September, and inbound
arrivals for the first nine months this year even rose by 16%.
Notwithstanding its steady growth, the travel agent industry
will undergo sweeping reforms in its regulatory system in two
to three years’ time, which will have far-reaching consequences
for the TIC and all traders. As matters related to the reforms
are detailed in the Chairman’s Report, the following will only
summarise the major tasks carried out by the TIC in the year
under review.

Outbound travel

Franking machines have been used to pay the outbound levy
from the very beginning by franking the receipts for package
tours. Although online electronic transactions have become
increasingly popular, paying the levy electronically is no easy
task because of quite a number of technical difficulties, and
members’ varying requests and diverse degrees of adoption of
Information Technology. After many years of study, the Travel
Industry Compensation Fund Management Board has finally
decided to kick off an electronic levy system project, and has
set up a Project Management Liaison Committee, with travel
agent representatives as members to provide operational and
technical information about their business. When the electronic
levy system is implemented in the future, it should be able to
bring more convenience to the travellers and members alike.

A significant drop of 26% in complaints filed by outbound
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travellers was recorded for the first three quarters
of the year, which was a testament to much better
service delivered by members. Having said that,
the ever-rising expectations of travel services on the
part of travellers meant that they often had disputes
with members, thus requiring mediation by the TIC.
The workload of the TIC increased substantially as
a result: the Consumer Relations Committee had
met five times to handle more than 100 complaint
cases in just the first nine months of the year. Even
though its decisions might not please all the parties
involved, they were all made in accordance with
established procedures and in an absolutely fair and
impartial manner.
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To improve the teaching quality of tourist guide courses, the TIC held two
workshops in February this year so that the instructors could discuss and
share assessing and teaching skills.
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Members must have felt the squeeze in recent
years as principal after principal in the industry
has sought to deal directly with customers through
the Internet. Very concerned about this irreversible
trend all along, the TIC has spent much effort in the past years
helping members to prepare themselves for the future. For
example, experts from the United States and Singapore had
been flown to Hong Kong several years ago to introduce the
concept of fee-based pricing to members in a seminar and a
members’ forum respectively. In July and October this year, a
seminar on ticketing and a forum on e-tourism were organised
and jointly organised by the TIC respectively in an effort to
help members to devise strategies in the changing business
environment and understand the latest trends of the industry.
It is to be hoped that activities of this kind would prod
members into changing their mindset and breaking free from
the traditional commission-based business model. Members
should realise that they can collect service fees from their
customers so long as their services are excellent.

With a constantly changing business environment, the TIC
has also constantly reviewed and revised the rules in place in
order to facilitate the growth of the industry. This year, the TIC
relaxed some regulations over the advertisements of air tickets
and package tours to allow greater flexibility for members
when they advertised their products. Also, the directive about
the service charge for package tours was revised to protect the
interests of travellers and members.

Inbound travel

The 10 directives targeting inbound tours from the mainland
took effect from February last year. Their effectiveness was
best demonstrated by the 30% drop in complaints lodged by
inbound visitors in 2011 over a year before, and by a further
decrease of 5% in complaints for the first nine months this
year over the same period last year. Recently, the Committee
on Shopping-related Practices and the Board reviewed the
six-month, refund protection scheme, and decided that the
refund period should not be changed because the scheme had
been very successful in making group visitors have greater
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The TIC receives delegations of tourism organisations of various places from
time to time. Representatives of the Tourism Administration of Sichuan
Province visited the TIC in March this year and presented a souvenir to TIC
Executive Director Mr Joseph Tung.
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confidence in shopping in Hong Kong. The TIC will
closely monitor the effect of all the rules in place to
make sure that they can meet the current needs.

There were two rather thorny issues regarding the
inbound industry in the year under review. One was
about accommodation for inbound tours from the
mainland, and the other was about the use of “travel
coupons” by tour operators on the mainland to lure
customers. This year, quite a number of mainland
group visitors called the police for help when
they found the accommodation arranged for them
unsatisfactory, which according to the receiving
agents in Hong Kong was booked by the mainland
tour operators. Although the matter was raised
with the China National Tourism Administration
(CNTA), it could not be easily resolved in the near
future as the supply of hotel rooms in Hong Kong
had lagged behind the surge in visitor arrivals for
quite a number of years. Given the situation, members should
confirm the accommodation for visitors before taking them so
as to avoid such disputes. As for the problem of tour operators
in mainland China using low-priced “travel coupons” to lure
travellers, it was a worrying practice since it was no different
from operating zero-fee tours. As soon as the problem was
spotted, the TIC immediately notified the CNTA and the
Shenzhen Municipal Bureau of Culture, Sport and Tourism.
After actions taken by the authorities, such a practice was
contained.

To liven up evening activities for inbound group visitors,
the TIC has recently worked with The Chinese Artists
Association of Hong Kong (CAAHK) to promote to visitors
the “Experience Cantopera: A Taste of Hong Kong's Intangible
Cultural Heritage” programme. Members wishing to obtain
concessionary tickets from the CAAHK need only to include
the programme in their itineraries for inbound visitors and
then register with the TIC. Not only will visitors and members
benefit from this kind of events, Hong Kong’s cultural
tourism scene will also be given new momentum, thereby
killing three birds with one stone. The TIC will join hands
with other organisations in the future if there are cultural and
entertainment events suited for visitors.

Internal matters

PricewaterhouseCoopers Advisory Services Limited was
commissioned in December 2010 to carry out an internal audit
for the TIC. The audit, which ended in May this year, covered
areas such as governance and administration, membership
services, public relations, regulation and investigation,
enquiries handling and registration. Included in the four audit
reports were various recommendations, which were adopted
by the TIC in formulating measures to improve its internal
procedures and operation.
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A seminar on strategies in the changing ticketing environment was held on
11 July to help members understand how to implement a fee-based business
model.
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Although there have already been close ties between
the TIC and the CNTA, they decided to have even
closer cooperation by launching an official exchange
programme this year. Starting from late September,
an official from the CNTA’s Tourism Quality
Supervision and Management Office has spent
six weeks at the TIC’s Executive Office learning
various aspects of its work. Apart from that, the
TIC will organise a cruise selling training course in
Hong Kong in early November for staff of travel
agents on the mainland. The exchange programme
is invaluable to industry members on both sides of
the boundary by allowing them to have a chance to
know one another better.

Not a few members have expressed concern about
having difficulty filling the openings in their
companies. The Employees Retraining Board (ERB)
was thus invited to give a talk at a Members’ Lunch Gathering
in late July about its free services for employers. A Recruitment
Day for Travel Agents was organised in mid-October by the
TIC with assistance from the ERB to help members look for
suitable staff. For members wishing to use the ERB’s services,
they may go to the “Posting Job Vacancies” section of the TIC
website and download the registration form posted there.

As at 15 October 2012, the TIC had a total of 1,678 members,
of which 1,587 were Ordinary Members and 91 were Affiliate
Members. With a view to higher service standards, the TIC
has laid down different kinds of rules and codes of conduct.
Members should recognise that the combined effect of their
individual practices is the determinant of the image of the
industry as a whole. If members duly observe the rules and
cultivate a good relationship with their customers, the greatest
beneficiary will be themselves and the entire industry.

Finally, I would like to express my gratitude on behalf of the
TIC to the Tourism Commission, the Travel Agents Registry,
the Security Bureau, tourism organisations in different places
and the ERB for their support and assistance during the
year. I would also like to offer a wholehearted thank-you to
all members of the Board and committees and staff of the
Executive Office, who have devoted themselves to the business
of the TIC. Reformation of the industry’s regulatory system is
imminent. The future success of the TIC is reliant on members’
continuing support.

Joseph Tung jr

Executive Director

31 October 2012



