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WARNERMEDIA ASIA PACIFIC (HK) LIMITED (“WARNERMEDIA”)

CODE OF PRACTICE FOR CUSTOMER SERVICE

1. Customers can request one or more of WarnerMedia’s television programme services (“Services”) during in Hong Kong by writing to or telephoning WarnerMedia ’s Customer Service Executives (“CSE”) at the Hong Kong telephone numbers and address listed below.  All incoming calls made during non-business hours will be diverted to a voice mail system. The CSE will respond to any normal request for the Services within 3 working days of the request and will endeavour to respond to any urgent request for the Services within 24 hours.

2. Upon confirmation of a request for the Services by a customer and due execution by the customer of the documentation required by WarnerMedia (“Agreement”), WarnerMedia will, within 5 working days, provide the customer with (i) a decoder to receive the Services, (ii) WarnerMedia’s installation and maintenance policies and (iii) WarnerMedia’s procedures for billing and requests for assistance in relation to the Services.

3. Customers must pay for the Services in the manner set out in the Agreement.

4. Customers are solely responsible for the purchase, installation and maintenance of all equipment required for downlinking and retransmitting the Services.

5. A customer service telephone hotline at telephone number (852) 3128 3518 is available to answer customers’ enquiries and requests for assistance in relation to the Services.  All incoming calls received during non-office hours will be diverted to a voice mail system. 
6. WarnerMedia will use reasonable efforts to respond to any request for reinstating or resuming normal provision of the Services within 7 days of the request.

7. WarnerMedia will notify customers of any change in rates, channel positions and programming services in relation to the Services, and in most cases, will attempt to give that notice at least 30 working days prior to such change.  If modification of receiving antenna is required, at least 30 working days’ prior notice will be given. 
8. Customers who are dissatisfied with the manner in which their request for assistance has been handled may refer the matter to Mr. Keith Ng, Manager, Technology Services for WarnerMedia, at telephone number (852) 3128 3518 during office hours.  Any incoming calls requesting for assistance during non-office hours will be diverted to a voice mail system and Mr. Ng will respond to the calls on the next day.

9. All WarnerMedia personnel listed above may be contacted in writing at the following address:

WarnerMedia Asia Pacific (HK) Limited

23/F, 41 Heung Yip Road

Wong Chuk Hang

Hong Kong
Facsimile: (852) 3128 3950
