
 
 

Complaints Handling Procedures for  
Programme-related Matters 

 
1. Radio Television Hong Kong (RTHK) is unique in its dual role as Hong Kong’s public service 

broadcaster and a department of the Government.   We put a high value on feedback from our audience 
and we see complaints as opportunities to improve and lessons for reference.   

2. If you would like to make a complaint, you may use the Online Complaint Form on our website or give 
us a call at our Complaints Hotline [3691 2388].   

3. Please make sure that your complaint about a programme / material should be made within 90 calendar 
days from its broadcast on our television / radio channels or publication online (e.g. RTHK website, 
podcast, social media platforms, etc.).  Otherwise, we may not be able to process your complaint.  

4. If your complaint is about a programme on our radio or television services or a material published on 
our new media services, you would need to give us details about the programme / material, including the 
title of the programme / material, the service platform on which it was broadcast / published, and its 
broadcast / published date and time.  We would also need your contact details if you require a written 
reply from us.   

5. To facilitate our effective processing of your complaint, please let us have sufficient and concrete 
information about the substance of your complaint and state your case as concisely as possible. 

6. For complaints made in writing, we will issue an acknowledgement within 10 calendar days upon 
receipt of the complaint.  We strive to give you a reply within 30 calendar days.  If we need more time, 
we will let you know why.   

7. If you are not satisfied with our reply, you may request to have your case reviewed by our Complaints 
Review Board.  You would need to do so within 14 calendar days from receiving our reply together with 
reasons for your dissatisfaction.  If your request is accepted, we will give you a confirmation within 7 
calendar days that your complaint will be reviewed.  We strive to give you a reply on the review within 
60 calendar days from the date of confirmation.  In case your request for review is declined, we will give 
you a reason why.   

8. Under the Charter of RTHK, we should ensure that the programmes broadcast on our television and 
radio services comply with the relevant codes of practice issued by the Communications Authority (CA).  
Apart from filing your complaints to us, if you suspect our television or radio services have breached the 
CA’s codes of practice, you may also consider lodging your complaints with the CA direct (www.coms-
auth.hk).  

9. Any personal data you provide will be used for purposes which are directly related to your complaint.  
You may wish to take a look at our Privacy Policy for more details.   
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