Forestalling & Conciliating Disputes

between Consumers an

A AAEEERRKS

WHY THIS IS IMPORTANT

Consumer satisfaction is very imporfant to the marketplace. To
address consumers' concern speedily and effectively, the Council
offers convenient channels for consumers to make enquiries and
complaints. Apart from calling our hotline (Tel no: 2929 2222)
or visiting our seven Consumer Advice Centers in person during
office hours, consumers can also contact us through our website,
by post or by fax. Council staff is wellrained to provide pre-
shopping advice and help conciliate disputes to bring about

overall consumer satisfaction.

Benefits derived from complaints handling
resolving disputes between consumers and traders by mutually
acceptable resolufions;
empowering consumers through dissemination of information
concerning goods and services;
alerting the public of the trend of complaints relating to
malpractices in the marketplace and formulating strategies to
tackle them;
improving trade practices by co-operation and coordination
with law-enforcement authorities and frade associations to
strengthen consumer protection; and

enhancing consumers awareness of their rights

WHAT WE HAVE DONE

Serving Consumers
In 2012 -13, we received
105,186 consumer enquiries (88% by telephone|
- 26,955 cases of complaints (50% in writing/through internet)

Conciliating Consumer Complaints

A dedicated team of Complaints Officers is responsible for
handling consumer complaints and conciliating the disputes
between the consumers and the traders in order fo resolve the

complaints fo the safisfaction of the consumers.
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Complaints received: 26,955 cases
In 201213, consumer complaints slightly declined to 26,955 cases,
a drop of 2% (or 554 cases) from 27,509 cases in 2011-12.

Telecommunications services (6,449 cases)

Complaints on telecommunications services (6,449 cases)
continued fo top the list of consumer complaints, despite a 12%
decrease compared with the previous year 7,291 cases). About
half of the cases (3,327 cases) were disputes on fee/charges and

over 20% (1,340 cases) were complaints against quality of service.

Food and Entertainment Services (2,092 cases)

Second on the list, complaints related to food and entertainment
services recorded significant increase in two consecutive years. 2,092
cases were received in 2012-13, compared with 1,459 cases in
2011-12 and 842 cases in 2010-11. 58% of the disputes in this
cafegory involved online group purchase of dining coupons which

could not be redeemed or related services not up fo expectation.

Telecommunication Equipment (2,049 cases)

Complaints related to telecommunication equipment rose 19%
fo 2,049 cases in 2012-13. The quality of maintenance services
(40%) and the quality of the mobile phone (27%) were the main

issues of customer dissatisfaction.

Tourist Complaints: 2,258 cases
While the number of visitors arriving Hong Kong continued to
grow, tourist complaints recorded a modest drop of 2% from 2,303

cases in previous year.
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Most of the complaints involved sales practices (33%), product
quality (21%) and price disputes (18%) in relation to camera and
lens, mobile phones, and watch and jewelry, which are among
the popular items on fourists' shopping list. It is also observed that
the number of complaints on medical products and health food
increased significantly (32%) from 146 cases in 2011-12 to 193
cases in 2012-13, mainly involving the quality of Chinese patent

medicine, drug and health supplement.
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In 2012-13, the Council helped solve 76% of cases with pursuable TEWEEZERIR -
grounds:
BreOkdOWﬂ A &%—FF%%% 26,955
A Tofal number of complaints received 26,955 B ARENEHEE 20,952
B Cases with pursuable grounds 20952 ‘
: 7T ERNEZ 3,246
Cases in progress 3,246 o
Cases resolved 13,379 BRRRHNER 13,379
Resolution rate 75.56% FERI R 75.56%

As the Council has not been given any enforcement power, if
may not always be able to persuade the traders to setile the
complaints even though the Council considers the complaints
to be justifiable. Where a trader refuses to settle or provide
solution to a justifiable complaint, Council staff would suggest the
complainant file a legal claim against the trader or resort fo other

means, whichever is appropriate.
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Overview

Beauty Services

The tragic medical beauty incident which occurred in October 2012
has triggered grave concem over the safety of beauty services
involving medical devices and procedures. In 2012-13, the Council
received 1,059 complaints on beauty services, a rise of 15% from
previous year, and in particular cases involving laser/IPL treatment
(143 cases) as well as plastic surgery/injection treatment (30 cases)

were on an alarming growth of 70% and 255% respectively.

The Council has actively participated in a steering group fo
review the related practices and strongly urged the government to
put in place an effective regulatory framework for medical beauty

freafment as soon as possible to safeguard consumer safety.

Online shopping

The significant growth (8% in disputes arising from purchases
made online reflected the fast-growing popularity of online
shopping as well as the potential pitfalls in online transaction.
Almost 70% of these cases were related to online group purchase
where consumers had unpleasant experience regarding delay or
failure in the delivery of goods and services, goods delivered not
corresponding fo description, or high pressure sales factics they

encountered when using the services.

The Council would reinforce its efforts in educating the consumers
about the importance of rational consumption and the risk

associated with internet shopping.

3000

6,449

TOP TEN CONSUMER
COMPLAINTS |
TARHEERER
2012-13

No. of Cases

4000 5000 6000 7000 wmeE

e
ETRE
R HTARE—REREDNERSH
SIRBNEERTIXAXGEABRERIETREN
ZrME-E_ S E_F-=EEKIETRE
SR E1,0597R b A FAREFIEIN T 15% - M H
BB/ B (143R) RERFM/ T 5HEE
(30R) » PRIHET0%M255%HIE AR E

AR SR B SN T RAERE
BIRBITENRE THEBFERZEUEEXR
FRBERAERNEERS {MREEEENR S

WLEY

AR YR FHIEEE (98%) K
B E SRR R R E RS —
SEEREIBAG - 18 AT T0% 5248 L
B RSB E TR SR E/ BB IOERN
SRR I BRI S G IR
FRENERNS -

rEeNBHEHEE B HENE RN LE
BYRTE R -

2012-13 HBEZEEER





