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B Background
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There were two separate incidents of abrupt service cessation of mobile
services offered by mobile virtual network operators (“MVNOs”), namely
Easycall Limited (“Easycall”’) in March 2016 and CMMobile Global
Communications Limited (“CMMobile”) in January 2017
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Both companies previously held the Services-Based Operator (“SBO”)
Licence for the provision of MVNO services, through procuring wholesale
network capacity services from Hong Kong Telecommunications (HKT)
Limited, the same hosting network operator (“Hosting MNO”)
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Two Incidents of Service Cessation of MVNOs (1)
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Date of service cessation 15 to 31 March 2016 by phases 17 January 2017 2:00 am
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Reason for service MVNOs’ inability to settle the outstanding wholesale charges with the Hosting
cessation MNO
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Affected services Pre-paid services Pre-paid and post-paid services
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No. of affected customers activated pre-paid SIM cards post-paid customers
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activated pre-paid SIM cards
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Means of the notification = Published notification on its website
Informed customers through SMS and Facebook page
and Facebook page o PIEHET A EEH A EREETE
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Issued individual service cessation
notification email to post-paid
customers
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Two Incidents of Service Cessation of MVNOs (2)
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Date of service cessation
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Date of formal notification by

the Hosting MNO

TRENEE BEBSETE

[ 28 = & HH ANy H 3
Date of notice issued by the
MVNO to its customers
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Arrangement on mobile
number portability
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No. of consumer enquiries/
complaints received
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15 to 31 March 2016 by phases
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Notice to OFCA on 11 March 2016
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In the evening of 14 March 2016 (i.e.

one day before service cessation by
phases)
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Supported by the Hosting MNO
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17 January 2017 2:00 am
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In the afternoon of 16 January 2017
(i.e. a notice of less than one day)
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QG IR,
19 January 2017

(i.e. two days after service cessation)

A Bl R e dE4s pe fe it
Supported by the MVNO

356



R S E

FiE BEAESE R LE AR P (3)

1pl.uu

Two Incidents of Service Cessation of MVNOs (3)
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Both MVNOs and Hosting MNO failed to put in place
satisfactory service cessation arrangements, and the very
short notice on service cessation caused considerable

confusion to the general public
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Affected users were caught by surprise and did not have
sufficient time to switch their subscriptions to other operators
before the service cessation
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Two Incidents of Service Cessation of MVNOs (4)
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A total of nearly 370 consumer enquiries and complaints
received by OFCA, they were mainly about:
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short or late notification about the sudden service cessation
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difficulties in connecting to the customer service hotlines
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uncertainty about the mobile number porting arrangements
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handling of contractual/refund arrangements
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Follow-up Actions by OFCA (1)
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To make prompt arrangements so as to minimize the impact on their
customers, including:

(a) stop selling activities including new SIM cards,

(b) issue advance service cessation notice to all customers,

(c) handle customers’ refund requests, enquiries and complaints amicably, and
(d) facilitate customers’ mobile number porting requests

7> AAEEEERNAZS
'? OFFICE OF THE
— COMMUNICATIONS AUTHORITY



AEEHIRE R T 1E (2)

Follow-up Actions by OFCA (2)
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Requested the Hosting MINO to give a formal advance notice if it eventually
decided to cease the service to MVNO at least one week before actual service

cessation
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Requested all other relevant operators to facilitate the number-porting
arrangements
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Published Consumer Alerts to advise consumers on the relevant matters
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Regulatory Sanctions Imposed by the CA
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The CA has taken regulatory actions against the two licensees

Easycall TIHE{E CMMobile
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Not to renew its SBO Licence Cancelled its SBO Licence with
upon expiry immediate effect
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Strengthening the MVNO Licensing Regime

HrEAEE New Applications

(20164F5 H 18 H L / after 18 May 2016)
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e New applicants are required to provide sufficient documentary evidence to prove that
they have the financial capability to meet the capital investment required for the
provision of the proposed MVNO services

FF4ERR 55 Annual Licence Renewal

(2017 F7 H1H L% / after 1 July 2017 )

o R ENRE R4S R R IR SRS RO - IS IH E TR A e TR Edgss pmdd a1
it B - WA RE SR RTHY RIS A RGHN S E R R EN S mERAR S

e MVNOs are required to submit supporting documents to prove that the MVNO has
secured the interconnection service with its Hosting MNO(s) and has the capability to
continue to provide a continuous and satisfactory service during the new term of the
licence
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— Need to Issue the proposed Code of Practice (1)
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To ensure that the concerned parties would manage the service
cessation arrangements in a better co-ordinated manner
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To ensure that an earlier notice will be given to the affected
customers and the general public about the impending service
cessation, so that they will be able to make timely arrangements to
reduce the adverse impacts caused by the service cessation
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— Need to Issue the proposed Code of Practice (2)
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The proposed Code of Practice on the Cessation Arrangements for
Mobile Virtual Network Operator Services (“CoP”) is issued

pursuant to relevant licence conditions of the Unified Carrier Licence
and SBO Licence
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For the provision of practical guidance to the industry to safeguard

the provision of satisfactory service and to protect and promote the
interests of the customers of MVNQOs
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Service Cessation under the CoP Means
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Scenario applicable to both Hosting MNO and MVNO:
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Any suspension or termination by a Hosting MNO of the provision of its
wholesale network capacity services to an MVNO for whatsoever reason,
resulting in the MVNO being unable to continue the provision of mobile
services to its customers
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Scenario applicable to MVNO only:
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Any suspension or termination of the provision of mobile services by an MVNO
of its own volition to all or any specific group of its customers
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Service Cessation under the CoP Excludes
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Any potential or threat of SerV|ce Cessation by the Hosting MNO
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Any service suspension or termination caused by temporary

network outage or equipment failure by either the Hosting
MNO or the MVNO
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Duties and Obligations of MVNOs and Hosting MNOs
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“SCN” MVNO publishes “SCA” ShoRE v v AR S
MNP services shall be provided
continually for at least 6 months
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At least 5 business days Date of Service At least 6 months after the date
in advance Cessation of Service Cessation

e
ﬁﬁ%ﬁﬁéﬁ%%ﬂﬂﬁ%ﬁbﬂf\ MN\O & MuVNnO sha\ll maintain customer service hotlines

AR E S BB for at least 6 months and provide required information
MVNO shall immediately cease to CA

offering for sale of mobile
. MR BRSSP X E R BT B P A AT
services through any sales ;VIVNO shall properly handle all customers’

khannd . / enquires/complaints
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Required Information in the SCN/SCA
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Name of the concerned Hosting MNO/MVNO
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Date of publication of such notice

o (ZIFARFSEVHES H BARIRERE

Scheduled date and time of the Service Cessation
s RFEZAF IR B R B ARSI R R

Types of services and customers affected
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Customer service hotline numbers and email address
o REEELIE OB LHE R E R ((RE AT LR )
Details of the MNP arrangements (for SCA only)
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Publication of the SCN/SCA
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SCN & SCA shall be made public using all reasonable means
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company website social media press statements
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SCA shall also be served to affected customers using all reasonable means
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SMS phone calls letters/emails
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Application and Update of the CoP
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The CA may at its discretion publish the SCN/SCA in whole or in part,

or issue any public notifications including press statements and
consumer alerts regarding the Service Cessation
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The CA may review and update this CoP in accordance with

developments in telecommunications policy, market and technology,
as appropriate
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Suspected breach

of CoP
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Enforcement of the CoP
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OFCA’s investigation CA’s Decision on
N )L breach & sanction y
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Unified Carrier Licence — Special Condition 1
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Services-Based Operator Licence — Special Condition 13
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Associated Performance Bond on MVNOs

B&Y: DIReSRESU T RE N F55H
AR R (R A e <T R T e A
YK

Objective : To guarantee the
payment of any financial penalty
due to breach of licence condition
including non-compliance of CoP
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In accordance with Special Condition 29
(Performance Bond) of Services-Based
Operator Licence

G4 PREE <
Performance bond

in favour of the
Government

<<%Zﬂﬂ?iﬁ1ﬂ ) SB36CHE « RZE RIS R
HI R T 1588 7#1$200,000
Section 36C of the Telecommunications

Ordinance : For breach of licence condition,
the first-time financial penalty shall not
exceed $200,000
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Consider Views Received
o SEERERTEGE (SR FIRENIARE) 2 (SFRI) Issue of CoP
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OFCA will finalise the CoP and
associated performance bond
requirement on MVNOs
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CoP will become effective one month
from the date of issue upon CA’s

/ approval
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Upon the issue of the CoP, OFCA shall ?\‘“
effect the licence amendment of the iﬁ“‘“

SBO licences during annual renewal
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Thank you
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