Resolving Disputes Between
Consumers And Businesses
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The Council seeks redress for consumers by means of conciliation, by which disputes
are resolved between consumers and traders by mutually acceptable agreements.
Information gathered from complaints helps to facilitate the issuing of timely alerts to
the public about malpractices of traders while also enabling law enforcement agencies

to take relevant action.
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Complaints and Enquiries Received

Complaints and enquiries are received by telephone, fax, in writing
or via the internet. During the year, 88% of enquiries were received
by telephone, while 49% of complaints were lodged in writing or
via the internet. Disputes between traders and consumers were
handled by means of conciliation.

Consumer Complaints Statistics

During the year, the Council received a total of 115,117 enquiries
and 31,334 consumer complaints. This represented a significant
increase of 16% in the number of complaint cases compared to
26,955 in 2012-13. (See Fig.1-3)

Although the Council is not a law enforcement agency with
investigative powers, the Council helped resolve 74% of cases with
pursuable grounds in 2013-14. (See Fig.4) For cases where traders
refused to settle or offer redress, the complainants were advised
to seek redress via other channels or by means of civil action.
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Consumers can make a complaint or enquiry by calling the Consumer Complaint and Enquiry Hotline (2929 2222), by visiting
any one of the seven Consumer Advice Centres® in person during office hours, by post, by fax, or via the Council’s website.

6 See Appendix 6 for the contact information of Consumer Advice Centres.
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Fig.1 Number of Complaints Received in the Past 3 Years
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Fig.2 Top Ten Consumer Complaints in 2013-14
B :2013-14FEEE+UEERER

Telecommunication Services SR

Telecommunication Equipment & A& 2,325

Electrical Appliances EMAH

|

Travel Matters hiBR#%

—
rer)
w
o

Foods & Entertainment Services RE2R R4 _| 1,571
Furniture & Fixtures &l &g _' 1,565
Computer Products EisES _| 1,492

Clothing & Apparel #Ef 1,240

|

=
=
N
w

Beauty Services =&

I 960

Foods & Drinks B &E&

No. of Cases #iFEH

Fig.3 Nature of Consumer Complaints in 2013-14
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Fig.4 Resolution Rate of Cases with Pursuable Grounds in 2013-14
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Five Consumer Com

1 Telecommunication Services

Complaints concerning telecommunication services remained high
with 6,646 cases, representing a 3% increase compared to 2012-13.
The bulk of the complaints were related to disputes concerning fees
and charges (59%) and the quality of services (18%).

2 Telecommunication Equipment

Complaints relating to telecommunication equipment rose
13% to 2,325 cases during the year. These complaints were
overwhelmingly related to mobile handsets with 2,122 cases.
These mainly concerned issues of repair and maintenance (966
cases) and quality of goods (671 cases).

3 Electrical Appliances

Electrical appliances have routinely attracted high numbers
of consumer complaints, with 1,726 cases during the year
representing a 16% increase over the previous year. Issues
regarding quality of goods (39%) and repair and maintenance
(32%) attracted the highest number of complaints within this
category.

4 Travel Services

Disputes arising from the purchase and use of travel services,
relating to air tickets, airline services, tours and hotel bookings,
witnessed a significant rise from 981 cases in 2012-13 to 1,630
cases this year, representing an increase of 66%.
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5 Food And Entertainment Services

The number of complaints in relation to food and entertainment
services dropped to 1,571 from 2,092 in 2012-13. However, setting
aside the large number of complaints received in 2012-13 against
non-redeemable dining coupons sold by a now defunct online
group purchase company, the complaints in this category actually
increased by 84% in 2013-14. Service quality (425 cases), charge
disputes (366 cases) and sales practices (255 cases) were the major
areas of customer dissatisfaction within this category.
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Trends of Consumer Complaints ;u&ismigs

Increasing Awareness on Sales Practices

The surge in the total number of complaints could be attributed
to mounting public awareness concerning unfair trade practices
in the wake of the enactment of the Trade Descriptions
(Unfair Trade Practices) (Amendment) Ordinance 2012, and
the publicity campaign which followed. Following the publicity
campaign, enquiries and complaints in relation to trade practices
subsequently increased. The publicity campaign was jointly
launched by the Consumer Council, the Customs and Excise
Department and the Communications Authority.

Further collaborations were found in the Council’s referral of

cases with allegations of unfair trade practices to these two law
enforcement agencies where appropriate.
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Steep Rise in Complaints against Travel
Services

During 2013-14, there was a steep increase in grievances
against services within the travel industry. The category of
Travel Services recorded the highest increase amongst all
statistical categories, with a jump of 66% or 1,630 cases during
the year.

Of these the majority, 60% or 985 cases, related to airline
services and ticketing problems following an increased use of
online booking of airline and hotel services. This trend has given
rise to consumer dissatisfaction concerning the quality of cabin
service and online bookings of hotel services.

Tourist Complaints on the Rise

An increase in the number of complaints from tourists
coincided with a surge in tourist arrivals. The Council
received a total of 2,934 complaints from tourists during
2013-14, a 30% increase compared to those received during
2012-13.

Complaints by tourists mainly concerned sales practices
(34%), quality of goods (22%) and price disputes (17%) in
relation to the purchase of medicine, health food, watches
and jewellery, photographic equipment and mobile phones.

The majority of the tourist complaints were lodged by
visitors from Mainland China (2,381 cases). As for tourists
from other countries, their complaints mainly involved the
quality of goods and services as well as price disputes
concerning purchases of cameras, computer products and
hotel accommodation.

Disputes on Internet Shopping Prevail

Increased shopping activity and group purchases over
the internet led to 3,552 complaints concerning online
transactions, an increase of 9% from 2012-13. Late or non-
delivery of goods (39%), price disputes (15%) and sales
practices (11%) were the main issues covered by these
complaints.
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Naming of Malpractice Traders

During the year, a travel club was named for persistent failures in
honouring an offer of free hotel accommodation after 75 complaints
were received by the Council during 2013.” The objective of the action
undertaken in January 2014 was not only to expose the malpractice
of the trader, but also to alert potential consumers about the risks of
telemarketing.

Consumers were advised to exercise caution before providing any
personal details and credit card information to telemarketers.

Enhancing Understanding of Complaints
Handling

To help the public gain a better understanding of the complaints
handling and conciliation process, the Council participated in
the first Hong Kong Mediation Week (20-27 March), which was
organised by the Department of Justice.

As one of the supporting organisations participating in the
Open Day at the Financial Dispute Resolution Centre, the
Council’s booth received and interacted with more than 200
visitors. The visitors experienced how mediation skills were
applied in the handling of consumer complaints, while they also
had their enquiries concerning a variety of consumer issues
answered.

Consumer Council Vice-Chairman Mr. Philip LEUNG
showed the coupons that were marketed by the named
trader at the press conference.
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The Council set up a booth at the Financial
Dispute Resolution Centre during Hong Kong
Mediation Week, explaining to members of the
public on how consumer complaints are handled.

7 See Appendix 7 for details of the named trader.
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