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Foreword .51

The year under review was both busy and challenging for the
Consumer Council. Notwithstanding a slight decline in the
number of consumer complaints, the substantial proportion
of complaints involving undesirable trade practices remains a

matter of grave concern.

Recognising that sales tactics involving elements of unfair,
misleading and deceptive conduct are at the root of the cause
of most complaints, we strive to take proactive actions to
forestall consumer disputes and enhance the protection of
consumer rights. A multi-pronged approach pulling together
efforts of the Government, industry and consumers has been
adopted.

Today's fast-moving technologies and sophistication in sales
tactics of goods and services have posed a great challenge
to the Council. Close collaboration with the Government and
other regulatory bodies has proven to be more important than
ever before. One example is the Government's swift response
to malpractices involving unsolicited SMS messages. Following
the publication of a CHOICE article on the issue, the Office of
the Telecommunications Authority has developed a code of
practice with the industry to implement measures to improve
the transparency about charging information and to block
out unsolicited SMS. Another example is the regulation of
sales of first-hand private residential properties. Much of the
Council's effort in ensuring a fair deal for purchasers of such
properties has paid off this year with the adoption of many of
our suggestions by the Government in its new measures to

regulate sales practices of uncompleted residential flats.

The sudden closure of several businesses in the year has
aroused great public concern regarding risks of financial
loss associated with participation in pre-payment schemes.
In response, the Council has initiated constructive dialogues
with different parties, including regulatory bodies and industry
associations, with a view to enhancing consumer protection
and restoring consumer confidence. We are pleased to note
that, at the time of writing this report, the Government has
come up with legislative proposals fo criminalise those fraders
who sell the prepayment courses but have no intention or

ability to provide the service to consumers.
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The need for a cross-sector Trade Practices Statute as proposed
by the Council in its 2008 report “Fairness in the Marketplace
for Consumers and Business” is beyond doubt. We understand
that infroducing a new law is a rather lengthy process. Thus, we
support the Government's proposals, as an inferim solution, to

strengthen the existing consumer protection legislative framework.

Meanwhile, in the absence of regulatory power, the Council
combats trade malpractices through heightening consumer
awareness and deterring would-be offenders by publicity
sanction. In December 2009, the Council named a total of nine
companies adopting very similar dishonest sales practices in
the door-to-door sale of HDTV set-top box.

The Council has all along been active in the international
consumer movement. Apart from participating actively in
international joint product tests organised by the International
Consumer Research and Testing, the Council will be hosting
the 19th Consumers International World Congress in Hong
Kong in May 2011. This four-yearly event will be a major

assembly of consumer advocates from all over the world.

Last year the Council celebrated its 35th Anniversary. | would
like to express my heartfelt gratitude to former Chairpersons
of the Council for their past contribution to the Council. They
have also spared time from their busy schedule to take part in
the Round-Table Discussion at the Anniversary Symposium to
share with us their invaluable experience and insights on the
future direction of the Council. Their distinguished leadership
and dedicated efforts had helped build the strong foundation
of the Council, enabling it to fulfill the manifold demands being

placed on it continually.

Finally, I wish to express my deep appreciation to fellow Council
Members as well as many individuals and organisations
for their relentless support and guidance to the work of the
Council. Joining hands with various stakeholders, we will move
confidently forward in the furtherance of consumer protection
objectives amidst new demands and expectations.

Professor Anthony Cheung
Chairman, Consumer Council
July 2010
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Membership of the _
Consumer Council.
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Chairperson & Members &
Mr.William CHAN Che-kwong Mr.Thomas CHENG Dr. Polly CHEUNG Suk-yee
REHEE BEwEt REEL
Prof. The Hon. Anthony CHEUNG Bing-leung,
GBS, JP
RMRAE  SEHES  KTFatL
Vice-Chairperson &| =&
Mr.Raymond CHOY Wai-shek, Prof. Ron HUI Shui-yuen Mr.Bankee KWAN Pak-hoo
MH, JP FFETRE R CIEEY S
SEREL KERE AT
Mr. Ambrose HO, SC, JP
FHRE R RERD » KA
Mr. Joe LAl Wing-ho Mr.Philip LEUNG Kwong-hon Mr. Michael LI Hon-shing,
REERE RNERE BBS, JP
FREE
WEAER KM

The Hon. Fred LI Wah-ming, SBS, JP Ms. Amanda LIU Lai-yun Prof. WONG Yung-hou Ms. Irene YAU Oi-yuen
FEPAS  BENES  NFHL  BEREM TREHE SRR R
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Retired on 31 October 2009
ZFENF+HA=T—HEE

Rev. Billy LAU Kam-sing
B DB

Appointed on 1 November 2009
FFNF+—A—HER

Retired on 31 December 2009
“EBENMF+A=1T—HHE

The Hon. Paul CHAN Mo-po, MH, JP Mr. Ernest IP Koon-wing Mr. Brian LI Man-bun
RRRZE  KBHE - ATHLE  EBHSHT

FERIBAEE

Mr. Allen MA Kam-sing Ms. Anita MA Wing-tseung

Mrs. Lily YEW KUIN King-suk
BRELL BAEREM
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Chief Executive
48 5
Ms. WONG Ka-chi EE
ERELL
Appointed on 1 January 2010
“F-FFE-A—HEHF
Ms. Connie LAU
BFEZ Lt
Mr. Chapman CHAN Chor-man Dr. David CHUNG Wai-keung Mr. Wilfred LEE Yuen-kwong _
L #EErEt L . .
Deputy Chief Executive
BliRrE
Mr. Stanley SZETO Chi-yan Mr. Alvin WONG Tak-wai Ms. Wendy LAM
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Co-opted Members of the Consumer Council ;HEZEZXESILEERS

Mr. CHAN Ka-kui, BBS, JP Mr. John CHIU Chi-yeung Ms. Constance CHOY Hok-man Mr. Francis FONG Po-kiu
REBSEALE - WEMEE - KFL WEERE (from 16.3.10) FRERE

SKEZER (R 163.10)

Mr. Andrew FUNG Wai-kwong Mr. Larry KWOK Lam-kwong, Mr. Daniel C. LAM, BBS, JP Mr. Edmond LAM King-fung
BIEATE BBS, JP WaRE - AFHER  KPat (from 16.3.10)
SHEER  AENER  KTPHL M) EERD (R 16.3.10)
Dr. LAW Cheung-kwok Prof. Japhet Sebastian LAW Mr. Charles Peter MOK Ms. Bonnie NG Hoi-lam
(from 16.11.09) (up to 31.3.10) RTeEE (from 16.3.10)
R (B 16.11.09) BXSHEHIR (£ 31.3.10) RIFRLL (F 16.3.10)
Dr. Matthew NG, JP Ms. Clara SHEK Dr. Michael TSUI Fuk-sun Ms. Priscilla WONG Pui-sze, JP
RERES KT AREAT nRLEEL (up to 31.3.10)

EmEEAERD 0 AL (F 31.3.10)

Ms. Marina WONG Yu-pok, JP Dr. Max WONG Wai-lun Ms. Wendy YUNG Wen-yee
ERHEETT - KT TEBELT (up to 31.3.10)
AEEBEM (£ 31.3.10)
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Management Team of the Consumer Council JHEBEZZESEIRE

1. Chief Executive, Ms. Connie LAU
fista e Bl e

2. Deputy Chief Executive, Ms. Wendy LAM
Bl - Mgiie it

3. Principal Public Affairs Officer, Mr. Kenneth SO
AHEBBIEREL » SREELE

f 4. Principal Research & Trade Practices Officer, Ms. Rosa WONG
MREEMEFLEHEHEEEM  SRPLL

5. Head, Consumer Education Division, Mr. WONG Koon-shing
HEEHBE WAL TRkt

6. Head, Legal Affairs Division, Mr. Simon CHUI
FEEEEMERIE - RIRRLE

7. Principal Complaints & Advice Officer, Ms. Sana LAl
KR AEEANER A - et

8. Head, Administration & External Affairs Division, Ms. Vennie LAI
TBRINEEEET » Bt
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The Chief Executive, Mr. Donald Tsang, officiating the opening of the Council’s 35th Anniversary symposium.

FEHERRBRLCEARAS = THAFMNEEFBREEL -

The Chairman of CLAF Management Com-
mittee, Professor Johannes Chan, briefing the
press on the progress of CLAF handling of the
Lehman Brothers cases.
HEBEERALSERES @I FRXEHE
HELEG LN EEZES R ERNER -

A precious moment — eight of the Council’s former and
current Chairpersons getting together.

RERIILIRNER N\ EFHERE—F -

The Chairman, Professor Anthony Cheung, ex-
pounding on the trend of growth in consumer
complaints in the year-end press briefing.
ITERMRABEIFELCES  BREE
BRFNBS -
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The Secretary for Commerce and Economic
Development, Mrs. Rita Lau (5th from left),
aftended the Council meeting during a visit
on 9 October 2009.

ABERSERERRRIISRERALL (£
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The Chairman, Professor Anthony Cheung,
briefing to the press on how Council was
monitoring the property market.

Mrs. Rita Lau, the officiating guest of the 10th Con-
sumer Culture Study Award Ceremony, listened to
the briefing of a winning team.
BIREMBEREESTREBEEXMLERREE
MEAREANS - BERVS SRR M Em
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BIREHRENGELRE -
Mrs. Rita Lau addressing Council conference.
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Professor Anthony Cheung (fourth from the left)
posing with Council members and staff at the 35th
anniversary dinner party.
AEIFEFERE L - TERMRHBT (AIHF
ElN) BENEERBESR -

Mr. Ambrose Ho, Chairman of Publicity and Community Relations
Committee, launching the monthly Wet Market Food Price Index.
EENMABREFRNEER DL RFTERNENELNE S
HHETRE -

Mr. William Chan, Vice-Chairman of

Trade Practices Committee, naming

nine HDTV set-top box companies for

dishonest sale practices.

AEFIEMFINER EERE AL
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Presiding over the monthly press con-
ference on CHOICE publication, Profes-
sor Ron Hui, Vice-Chairman of Publicity
and Community Relations Committee,
reporting on the findings of a test on
energy saving light bulbs.
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Mr. C.Y. Leung, guest of honour of the 9th Con-
sumer Rights Reporting Awards prize presentation
ceremony, Chairman Professor Anthony Cheung,
and Chief Executive, Ms. Connie Lau viewing the
winning entries.

Mr. C.Y. Leung presenting Gold Award to the
winner.

RIRIEEBER T EREBEA -

Mr. Ambrose Ho, Chairman of Publicity and Com-
munity Relations Committee, and Chief Executive,
Ms. Connie Lau, in a cake-cutting ceremony in com-
memorating of the publication of the 400th issue of
CHOICE.

EE R EBARNMAERADhHRELEMBEEES
ﬁgﬂgﬁiiﬁ%ﬁ ) BT MA400EAL) 81
&I\ °

Winners of the Top Ten Consumer News for the Year of Ox (2009) competition and representatives of the annual event co-organisers

posing for a group photo at the prize presentation.
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Mr. Hassan Qagaya, Head of UNCTAD
Competition & Consumer Policies Branch,
visiting Council in September 2009.

MERE 2R REBFNHFEEE
BUREBEEHassan QagayafcER "=

SAEAASIHAS -
H K C C

The Secretary for Commerce and Economic
Development, Mrs. Rita Lau, presenting the
World Customs Organisation (WCO) Cer-
tificate of Merit 2010 to the Council's Chair-
man, Professor Anthony Cheung.
ABMERRFBEREHRRMBFER
BRAB TS SEREAZTETHEERE
g HEFERPRIBIRNE -

Delegates from South Africa’s Department of Trade
& Industry, visiting the Council.
FMFFLEEAEER RGN °

A 5-person delegation from Botswana visiting the Council.

BHEIRM LT RB—THEANERLAARERR -

Representatives from
Nanjing Administration
of Industry and Com-
merce in a meeting with
Ms Connie Lau, Council's
Chief Executive.
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A reunion of Friends of the Youth Development Service Scheme at the 10th Consumer Culture Study Award Ceremony.

BE " EEEIIRSHE , cBPEEMRE—E  BRERERETEEE T RRERARAE -

Ms. Connie Lau at a signing ceremony between Hong Kong and Shanghai on
the mutual agreement in consumer protection.
BNEREARAGHE DEHEEREZESRI AERESE -
Ms. Connie Lau being interviewed by Shanghai
press while attending the seminar on consumer
protection held in Shanghai.
BRrE R T BB E A B 15 B 2 i
HEREZ EMEETMA -

Ms. Connie Lau, Council's Chief Executive, presenting the
report by Working Group on Textbooks and e-Learning Re-
sources Development together with other group members.
BB RALLERALEFEEERFRET/NE
HEMAE @ BRWERFS RLE
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The Consumer Council is a statutory body established in 1974.
Pursuant to the Consumer Council Ordinance (Cap 216), the
Council's functions are to protect and promote the interests of
consumers of goods and services and purchasers, mortgagors

and lessees of immovable property by:

a. collecting, receiving and disseminating information
concerning goods and services and immovable property;

b. receiving and examining complaints and giving advice
to consumers of goods and services and purchasers,
mortgagors and lessees of immovable property;

c. taking such action as it thinks justified by information in its
possession, including tendering advice to the Government
or fo any public officer;

d. encouraging business and professional associations to
establish codes of practice to regulate the activities of their
members; and

e. undertaking such other functions as the Council may adopt
with the prior approval of the Chief Executive in Council.

Membership of the Council
The Chairman, Vice-Chairman and Members are all appointed

by the Chief Executive of the HKSAR for a term of service not
exceeding two years. They may be reappointed upon expiry of
their respective terms of office.

In the year under review, The Hon. Paul CHAN Mo-po, Mr.
Ernest IP Koon-wing, Rev. Billy LAU Kam-sing, Mr. Brian LI Man-
bun, Mr. Allen MA Kam-sing, Ms. Anita MA Wing-tseung,
Mrs. Lily YEW KUIN King-suk refired from the Council. Six new
Members, namely Mr. Chapman CHAN Chor-man, Dr. David
CHUNG Wai-keung, Mr. Wilfred LEE Yuen-kwong, Mr. Stanley
SZETO Chi-yan, Ms. WONG Ka-chi, Mr. Alvin WONG Tak-wai
joined the Council. A list of the Council Members is at Appendix 1.

The Council wishes to express its heartfelt thanks to the
retired Members for their support, dedication and accrued
contributions.

Ihe Gonsumer Council
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Council and Committees
The Council meets bi-monthly. Committees and working

groups are set up to examine specific areas of consumer
concern. The Council invites from time to time appropriate
professionals of relevant disciplines as co-opted members in

order fo benefit from their expertise.

In the year under review, the Council set up a special Task
Force on Cl World Congress 2011 to advise the Council on
its position on the themes of the Congress and to steer the
Hong Kong part of the organisation work for the Congress. A
list of Committees/Working Groups and their members is at
Appendix 3.

The Council Office
The Council Office, headed by the Chief Executive, has an

establishment of 132 staff with about 12% operating from
the Council's Consumer Advice Centres in various districts of
the territory and the Consumer Council Resource Centre in
Tsimshatsui.

The Complaints and Advice Division and the North Point
Consumer Advice Centre are situated in Room 1410, 14/F,
Kodak House II, 39 Healthy Street, North Point.

With a special Government funding, a Project Office operates
in the same building as the Council Head Office in North Point
to house the project team for price surveillance initiatives.

In the year under review, a special funding was provided
by the Commerce and Economic Development Bureau for
creation of four temporary posts for three years in order to

cope with an increasing workload.

The Council Office operates with six functional divisions,
namely the Administration and External Affairs Division,
Complaints and Advice Division, Consumer Education Division,
Legal Affairs Division, Public Affairs Division, Research and
Trade Practices Division. The organisation chart of the Council
Office is at Appendix 4.

The Consumer Council is an equal opportunities employer
who operates with due emphasis on sustainable development
issues in support of environmental protection. In 2009-10, the
number of employees with disabilities represented 1% of the
Council Office's permanent establishment.
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35th Anniversary
With a kickoff ceremony held on 31 March 2009, a series of

celebratory activities for the Council's 35th Anniversary were

launched throughout the year.

Symposium

As a highlight of the celebration, a Symposium on “Promotion
of Consumer Rights and Equity Culture” was held on 23
July 2009. It was attended by over 200 participants from
the local community that included representatives from
Government bureaux and departments, academia, frade
associations, as well as from the Mainland and overseas.
The event, officiated by Chief Executive of the HKSAR, the Hon
Donald TSANG, GBM, JP, provided a valuable opportunity for
exchange of views and experience among local and overseas
stakeholders on consumer protection. Speakers included
President of Consumers International, Secretary General of
China Consumers Association, Queensland Regional Director
of Australian Competition and Consumer Commission, as
well as various experts on consumer issues from Hong Kong,
Mainland and Macau. Former Council Chairpersons were
invited to a Round-Table Discussion Session on the topic of “The
Way Forward for the Hong Kong Consumer Council: Wisdom
from the Past, Insight for the Future”. The Symposium was
followed by a special discussion session with the Mainland
delegates held in the Council Office on 24 July for further
experience sharing.

Roving Exhibition

A roving exhibition on the Council's 35 years’ footprint was held
in six shopping malls managed by The Link from late August
to early October 2009. The purpose of the exhibition was to
enhance public understanding of the Council's work as well as

consumer rights and responsibilities.

Finance
The Council derives its income mainly from Government

subvention. Other sources of income (about 6%) include

proceeds from the sale of the Council's publications.

The Auditors’ Report and financial statements for the Council's

accounts are at Appendix 5.
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Forestalling & Mediating

Disputes bhetween

Gonsumers and Businesses
TARD KA HE B RS = E Al

WHY THIS IS IMPORTANT

Consumer satisfaction is important 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 eight Consumer Advice Centers
in person during office hours, consumers can contact us
through our website, by post or fax. Council staff is well-trained
to provide pre-shopping advice and help mediate disputes to
bring about overall consumer satisfaction.

Benefits derived from complaints
handling

- resolving disputes between consumers and traders by
mutually acceptable resolutions;

- 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 trade associations to
strengthen consumer protection; and

- enhancing consumers awareness of their rights.

WHAT WE HAVE DONE

Serving Consumers
In 2009-10, we received

- 119 745 consumer enquiries ( 87 % by telephone)
- 31207 cases of complaints ( 44 % in writing/through internet)
- 1711 requests for consumer information pamphlets

Mediating Consumer Complaints
A dedicated team of Complaints Officers is responsible for

handling consumer complaints and mediating the disputes
between the consumers and the traders in order to resolve the
complaints to consumers’ satisfaction.
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Complaints received : 31 207 cases
The year 2009 saw a gradual recovery from the financial

crises of 2008 brought about by the Lehman Brothers Mini-
bond issue. As a result of the dramatic drop in the financial
sector complaints, the total number of complaints also eased
in 2009-10.

The total number of complaints received in 2009-10
amounted to 31 207, representing a drop of 30% from 2008-
09 (44 409). But if the complaints on the Lehman Brothers
investment products are discounted (10 689 cases in 2008-
09 and 1 321 cases in 2009-10), the number of complaints in
2009-10 dropped only by 11%.

As expected, the drop in complaints on the financial sector
pushed down the number of complaints on services sector, from
31 650 in 2008-09 to 19 845 in 2009-10, a drop of 37%. The
complaints on goods also dropped 11%, from 12 759 to 11 362 in
2009-10.

Telecommunications services remained to be, like previous
years, the major category of complaints. With the increasing
popularity of mobile data services, consumer disputes
concerning service charges, data usage limitation,
fransmission speed, roaming charges and chargeable SMS
have been on the rise. Sales tactics adopted by frontline staff

remained to be a problem in the industry.

Almost half of the complaints in the financial sector was related
to the Lehman Brothers cases (1 321 cases). These, however,
receded in the latter half of the year. The other finance-related
complaints were mainly about credits card charges (245
cases) and personal loans (92 cases).

In this third largest category of complaints, 352 cases (17 %)
were related to illicit selling of digital TV set-top boxes. Other
complaints included in this category were popular household
appliances such as TV sets, air-conditioners and washing

machines.
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Tourists : 1 826 cases
Tourist complaints have reduced 11% compared with the figure

2 048 of 2008-09.

Despite the growth in the number of Mainland tourists
visiting Hong Kong in 2009-10, complaints from Mainland
tourists (1264 cases) dropped 3% compared with that of 2008-
09 (1298 cases). The decrease in number is encouraging to all
those who have made efforts to protect shoppers’ rights and
combat sales malpractices targeted at tourists.

No. of Cases
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Cases of Significance in 2009-10

Digital TV Set-top boxes (352 cases)

Riding on the trend of switching from analogue TV services to
digital ones, a group of salesmen knocked on residents’ doors
and pushed sale of TV set-top boxes at a high price. They used
disguised identity and false claim to convince the residents
that the set-top box was a must if they wanted to continue
watching TV in the new broadcasting service. Consumers later
found out that they have been overcharged by up to 300%.

In view of the unethical practices adopted by the set-top box
vendors, the Council exposed the names of nine of those
vendors to the public to warn consumers to be aware when
approached by these companies. The Government also widely
publicised to alert consumers that they should be aware of
these illicit sales activities and that the actual date of analogue
switchoff, once confirmed, will be promulgated widely with

sufficient notification to the public for proper preparation.
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There was a sudden upsurge of complaints in which
complainants claimed that the content providers flooded
them with unsolicited short messages for which charges were
imposed. Complainants found that they had unknowingly
agreed to receiving the messages sent out from content
providers. Some complainants were sent so many messages
that they accrued substantial amounts in fees in a very short
time, but could not find a way to make the service providers

stop sending the messages.

In order to alert consumers of the malpractices of such content
service providers, Council drew the attention of the community
on the matter. Response was overwhelming. In light of the
public concern, Office of the Telecommunications Authority
(OFTA) worked with the industry to infroduce an industry Code
in January 2010 with a view to improving the transparency
and arrangements of charging in respect of content services
delivered through SMS. Content service providers are now
assessed on an on-going basis as to whether they comply with
the Code. The Council supported the action by contributing our
ideas on the practicability of the measures.

Under fierce competition, beauty salons tried different
sales tactics to promote sales and business. One of them is

employing slimming spokesperson.

Consumers were lured to sign “spokesperson” contracts
with the beauty salon under the condition that all the monies
paid would be refunded should the participants achieved the
targets in weight reduction within a specified time frame. In the
Council's opinion, the conditions imposed on consumers were
unreasonable. The outcome was most of the complainants
could not achieve the preset targets, thus could obtain no

refunds.
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Time sharing schemes (237 cases)
Many consumers who fell victim to the time sharing scheme

marketers had had a hard time when dealing with the
companies concerned. Receiving a phone call on survey,
they were enticed to go to the company to collect the prize
and attend sales talk on time sharing schemes. Most of them
ended up signing contracts of tens of thousands dollars to
purchase the schemes after long hours of persuasion by the
sales staff. Some complainants disapproved such selling
techniques and wanted to cancel the contract, but to no avail.

While actively liaising with the companies concerned to settle
the disputes, efforts have been made to sound out the feasibility

of infroducing “cooling-off period” in the sales contracts.

At the time of preparing this report, the Government has
launched a public consultation on proposals to strengthen
legislations against unfair trade practices. One of the proposals
suggested is to impose “cooling-off periods” in transactions of
time share rights.

Columbarium (33 cases)
This is an almost entirely new category of complaints which

was seldom heard of previously. Towards the latter half of the
year, there was a sudden surge of complaints, resulting from
consumers’ realisation that there was insufficient supply of
columbarium places. Some of them hurried to purchase places
but later realised that the legality of the places they purchased
might be doubtful.
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Top Ten Consumer Complaints
N Nz
R
Foods & Entertainment Services £252 515 2 [N 919
Clothing & Apparel 74 I 963
Computer Products SEEE @ 1,242
Beauty Services 2z I 1,251
Furniture & Fixtures £ ffl 5z s I 1,312
Telecommunication Equipment 3B [ 1,378
Broadcasting services i 57 NN 594
Electrical Appliances &% M 2,132

Bank & Financial services <> 7R 75 NG > 380

Telecommunication Services %174 5 I 9377
!

No. of Complaints

o 2000 4000 6000 8000 10000  ip@e

Outcome %R
In 2009-10, the Council helped solve 75.2 % of cases with E_SFNE_S—SHEE > AIBRENER
pursuable grounds: R TD.2% B RIR

Total number of complaints received 31207 e 31 207

Cases with pursuable grounds 24 860 TRENE A= 24 860

Cases resolved 18 702 e R A= 18 702

Resolution rate 75.2% s e 7509

B Z£ L0

As the Council is not a regulatory body, it may not always be

HRAIRENKT - BHRIEHFERBESE - K
BBETAENERT  BEZRFAI/NEE
those justifiable occasions where traders refused to settle RERBIUERARRETRE - TEREHFA

or provide solution to the dispute, Council staff suggested ERHETRIIRERE -
the complainants to file claims against the traders at the

able to persuade the traders to settle the complaints even

though the Council considers the cases to be justifiable. On

Small Claims Tribunal or the courts whenever appropriate.

Consumers were also advised of other avenues in applicable

cases.
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Overview

One of the pronounced features of 2009-10 is the large drop
in the cases against the closing down of businesses. A fotal
of 432 cases were received, as compared with 2 433 cases
of 2008-09, representing a drop of 82%. No doubt this is
aftributable to the recovery in the economy. But with inflation
looming ahead, the closure of businesses may yet have an

important impact in the complaints in 2010-11.

It is noted that prepayment is getting more common in
consumption as a tactic to achieve higher sales target in a
short time and to retain customers. Consumers must always
be very careful when enficed info paying huge sum of money

in advance for the purchase of services.

Being the unsecured creditors, consumers will almost rank last
in the order of priority for claims against the trader should it go
bankrupt. It is prudent to pay per time or to pay as small an

amount in advance as possible.

At the time of writing this report, the Government has launched
a public consultation on legislative proposals against unfair
trade practices, including the proposal to criminalise those
delinquent traders who sell the prepayment courses but have

no intention / ability to provide the service fo the customers.

There is increasing public concern on whether the terms preset
in some standard service contracts were fair to the consumers.
Unfair contract terms have been an issue being complained,
especially in the telecommunications, broadcasting, beauty
and time sharing business. The Council will conduct study on
the issue and will tender advice to the Government in taking
appropriate measures to protect consumers against unfair

contracts.
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Advocating Best Practice and
Competition in the Marketplace

= 22 Kk
fEanikﬁii:ﬁiég.Vﬂ-

WHY THIS IS IMPORTANT

In a market-based economy such as Hong Kong, the
Council has a role to play in ensuring that best practice
and competition in the marketplace bring desired effects
of consumer satisfaction and economic efficiency, thereby
benefiting consumer welfare — with lower prices, more choices
and higher quality of products and services.

WHAT WE HAVE DONE

The Council undertakes research and study on various aspects
of marketplace behaviour to identify matters of concern
to consumers as well as to encourage responsible trade
practices and fair competition. The following major work was

performed during the year under review.

Call for Comprehensive Legislation

against Unfair Trade Practices
In recent years, the Council has witnessed rising significance

of consumer complaints against services. In 2009-10, there
were 19 845 cases of services-related consumer complaints,
representing 63.6% of all complaints lodged with the Council.
Most of these cases involved elements of unfair, misleading

and deceptive marketplace conduct.

In February 2008, the Council put forward a package of
recommendations in the report “Fairness in the Marketplace
for Consumers and Business” for a cross-sector Trade Practices
Statute for the consideration of the Government.

The Council is pleased to note that, at the time of writing this
report, the Government has conducted a detailed review in the
light of the Council's recommendations and launched a public
consultation on legislation to enhance protection for consumers
against unfair trade practices. The Government has proposed
to create new criminal sanctions under the Trade Descriptions
Ordinance (TDO) in respect of commonly seen unfair trade
practices, namely, misleading omissions, aggressive practices,
“bait-and-switch”, and the practice of accepting payments
without the intention or ability to supply the contracted goods
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or services. The Government has also proposed to extend the
present prohibition of false frade descriptions of goods in the

TDO to cover frade descriptions of services.

Introducing a new law is a long process. As an interim

solution, the Council supports the Government's proposal.

Travel Industry Compensation Fund
The Council responded to the Travel Industry Compensation

Fund Management Board (the Board) regarding the public
consultation on “Travel Industry Compensation Fund Proposals o

Enhance Traveller Protection and Facilitate Trade Development”.

Whilst the proposal of increasing the maximum amount of
ex gratia payments would make greater protection available
to outbound travellers, the Council believed it was important
for the Board to ensure cost savings arising from the levy
reduction of the Travel Industry Compensation Fund (the Fund)

be passed on to travellers.

In making effective use of the Fund for the benefits of travellers
(particularly at a time when the Fund was adequately
funded), the Council suggested to expand the scope of the
Fund to cover singly purchased item (e.g. air ticket or hotel
accommodation) from travel agents, and include the provision
of emergency assistance to cover unforeseen circumstances

under which travellers abroad may need special assistance.

The Council is glad fo see that the Board has set up a working
group chaired by the Council's Chief Executive to examine the
above-mentioned suggestions with a view to enhancing the

level of protection afforded to the travelling public.

Deposit Protection Scheme
The Council provided its views to the Hong Kong Deposit

Protection Board (the Board) regarding the second phase of

the review of the Deposit Protection Scheme (DPS).

The Council welcomes that the Board had made specific
recommendations in the review to address the Council's previous
concerns about the protection status of structured deposits and

the representation arrangements for protected deposits.

In response to the Council's comments, the Board proposed (1)
a prohibition against banks naming any new financial products

“structured deposit” if such products did not meet the definition
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of “structured deposit” under the Deposit Protection Scheme
Ordinance, and (2) introduction of positive disclosures by

formalising the positive representation regime under the DPS.

Sustainable Built Environment
The Council responded to the Council for Sustainable

Development on a public engagement exercise “Building
Design to Foster a Quality and Sustainable Built Environment”.

Apart from giving views to the proposals raised in the
engagement exercise, the Council urged for the revamp of the
Buildings Ordinance fo remove barriers to innovative and green
building designs and to introduce comprehensive and up-to-
date standards to promote green and sustainable building

designs for enhancing the quality of the living environment.

To attain a quality and sustainable built environment, the
Council was of the view that legislation rather than gross
floor area concessions should be used to ensure building
requirements that are essential for maintaining a quality and

sustainable built environment would be met.

Investor Protection
The Council submitted views to the Securities and Futures

Commission regarding the consultation on proposals to
enhance investor protection in Hong Kong.

The Council's response focused on the key proposals in the
areas of pre-sale disclosure of monetary and non-monetary
benefits, sales disclosure document, investor characterisation,
use of gifts by distributors in promoting investment products,
audio recording of the client risk profiling process and selling

process that had direct impact on the interests of consumers.

With respect to the proposed implementation of a cooling-off
period, the Council was of the view that consideration should be
given to applying cooling-off to all investment products to render
full protection to consumers and sufficient time should be given to

enable consumers to legitimately exercise their right to withdraw.

As regards the way a refund amount would be determined
under the proposed cooling-off mechanism, the Council
was of the view that a cooling-off right should not come at
an excessive cost to consumers and consideration should
be given to enhancing transparency as to how to arrive at a
“reasonable” administration charge and market adjustment.
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Residential Property

During the past year, the Council’s Working Group on
Consumer Issues relating to Residential Property discussed
various hot topics including the Government's enhancement
measures to improve disclosure of information in sales
brochures and advertisements of residential properties,
transparency of property transaction information, skipping of
floor numbers of residential buildings, and sales of industrial

building units for residential livings.

Views were given fo stakeholders with a view to further
improving the provision and dissemination of information in
sales of residential properties. An article was published in
CHOICE to give advice to consumers about the risks involved in

buying industrial units for residential livings.

At the time of writing this report, the Transport and Housing
Bureau has implemented nine new measures which
address public’s concerns about sales arrangement and the
dissemination of pricing and transaction information regarding

sale of first-hand private residential properties.

The Council welcomes the move as many of the Council’s
suggestions regarding the sales practices of uncompleted flats
and show flats are found to be incorporated in the measures

put forward by the Government.

Beauty Industry

The Council continued to work closely with the beauty industry
in enhancing consumer protection. During the year under
review, the Council met with the Government, Legislative
Councillors, complainants and industry associations fo discuss
means and ways to safeguard consumer prepayments. The
Council welcomed the initiative of an industry association to
consider introducing cooling-off period clause in the sales
contracts of prepayment schemes. The Council would monitor
the progress of development and provide support and

assistance if necessary.

Regulation on Lifts and Escalators
The Council made a submission to the Government about

the proposed amendments to the Lifts and Escalator (Safety)
Ordinance. Considering the age of many public housing
estates in Hong Kong, the Council stressed that safeguards
should be extended to all consumers, whether they live in

public or private housing, in the new regulatory framework.
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The Council supported granting power to the Director of
Electrical and Mechanical Services Department to impose
sanctions for failure to comply with requirements within the
prescribed period, and agreed to the proposal of raising the
penalty level of offences to strengthen the regulation.

The Council preferred requiring contractors to enhance the
qualification of their technicians or alternatively have them
registered rather than to rely on independent mandated
quality assurance service to ensure safety standards for the

protection of consumers.

Licensing of Airline Services
In response to the consultation on proposed changes of the

Air Transport Licensing Regulations, the Council welcomed
the Government's proposed change to remove the need
to be concerned by the regulators with any uneconomical
overlapping of airlines services in granting the license.
However, as air transport is an industry with little competition
in Hong Kong, the Council invited the Government to work out
a policy in unambiguous terms so as to enhance consumer

welfare and encourage competition .

The Council agreed that the importance of safety issue should be
assessed independently by Civil Aviation Department in parallel
with the licensing process which would speed up the application
process and hence facilitate market entrance. The Council
supported the proposal of empowering the authority to take up an
active role to monitor the operation of the airline licence holders
so that precautionary measures are in place to guard against any
disruption of services to consumers in the market place.

Other Studies

The Council responded throughout the year to a number of
requests from industries and consumers to look info a range
of issues affecting consumers in the marketplace. Those issues
included fuel surcharges in airline industry, lift maintenance
tender, competition in karaoke industry, copyright licensing
of video rental industry and competition in grocery market in

remote area.

Responses to Consultation Papers
In addition to the above, the Council also commented on

consultation papers released by the Government and others
bodies on matters affecting the interests of consumers. A list of

the submissions can be found at Appendix 6.
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Ensuring Product Quality

and Safety
EREMBERERELZSD

WHY THIS IS IMPORTANT

The Council conducts tests on consumer products to provide
unbiased comparative test results for consumers to make
rational choices, to alert them to product hazards and to
induce improvements in product quality and safety. Major test
items include safety, performance, ease of use, durability and

environmental sustainability for most products.

Media coverage of testing results reach not only consumers
in Hong Kong, but the neighbouring regions in the Mainland,
as well as overseas Chinese who have access to Hong Kong's
broadcast and printed news.

That explains why the Council's product testing reports are well
sought after by consumers while at times received with mixed
feelings by traders, depending on the ratings of their products
in comparison with those of their competitors. This has in turn
become an impetus for traders to improve their product and

service quality.

HOW THIS IS DONE

There are three different types of tests, firstly, those which
are initiated and solely conducted with the Council's own
resources. Most of these tests are conducted by accredited and
independent laboratories in Hong Kong. In case local testing
facilities do not meet the Council's requirements, appropriate
overseas laboratories will be commissioned. Secondly, joint
tests conducted by International Consumer Research and
Testing (ICRT), an association of 45 consumer organisations
worldwide. As an active member, the Council has benefited
from ICRT's joint tests through which utilisation of resources
can be maximised and experience shared. Otherwise, the
Council could not have provided Hong Kong consumers with
latest test findings of short product life cycle products such as
mobile phones, digital cameras and MP3 players regularly.
Thirdly, the Council also actively co-operates with various local
government / stafutory organisations or overseas consumers
associations. It should be noted that all test samples were
sourced from reliable outlets in the market.
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WHAT WE HAVE DONE

In the year under review, a record high of 48 product testing
reports were published in CHOICE. Findings in a number
of tests indicated that not all products fully complied with
government regulations, e.g. Electrical Products (Safety)
Regulation. Based on the findings, the Council notified the
government regulatory bodies for follow-up action, and
made proposals fo the manufacturers and agents for product
improvement. Over the years, the Council's product testing has
proved to be an effective mechanism in enhancing quality and
safety of products. A list of the fests conducted is at Appendix 9.

HIGHLIGHTS OF TESTS

Electrical Products

The Council conducted tests to evaluate the performance
and safety of 12 dehumidifiers on the market. In the test, all
manufacturers were found to adopt a high temperature and
high humidity fest conditions in their favour o measure the
dehumidifying capacity of their products. The Council was
critical of this approach as it might not accurately reflect the
actual indoor environment when the dehumidifier is operating
with the windows closed. Manufacturers were urged to
use a more realistic test condition to measure and declare
the dehumidifying capacity of their products. The test also
revealed that even when the test samples were tested against
test conditions adopted by the manufacturers, the problem
of over-claims of dehumidifying capacity was commonly
observed: half of the dehumidifier samples were less than
their own claims in capacity. The Council had notified the
Customs and Excise Department of the test findings for follow-
up. On safety, five samples were found to be less than entirely
satisfactory in all safety test items. Useful safety tips in the use

of dehumidifiers were included in the report.

The Consumer Council has tested 10 low price microwave
ovens of price range from $400 to $730 on safety and
convenience of use. The result was satisfactory in general
with only minor deviations from the international safety
standard found: two models were measured slightly
higher temperatures while two others were found to have
damaged or missing mica sheets which were used to cover
the magnetron opening in the cavity. On convenience of

use, as most of their designs were similarly constructed with
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mechanical timer switches, it was found they were not easy
to set heating time shorter than one minute, and some doors
were difficult to open. The Council reminded users not to cook

eggs in microwave ovens or put heavy weights on the door.

The Council and the Electrical and Mechanical Services
Department (EMSD) jointly conducted a safety test on 12 models
of vacuum cleaners. Bagged, bagless and commercial types
of cleaners of price range from $300 to $1,700 were included.
Of the 12 samples, nine were in full compliance with the
international safety standard, while the other three were found
in relatively minor non-compliance: inappropriate soldering of
the power cord lead before securing to a screw terminal, and/
or insufficient resistance of plastic material to heat/flame. Two
models just fell short of providing a Chinese version for their
instruction booklet in respect of marking and instructions. The
Council advised users not to use the vacuum cleaner to suck

water unless it is designed for the purpose.

Food

In a joint test between the Council and the Centre for Food
Safety (CFS) on prepackaged beverages, a broad range of 80
beverages were tested for the level of sugars.

The test revealed that many of the prepackaged beverages
contained high level of sugars. The highest was a lactic acid
beverage, which contained 16g sugars (3 cubes of sugar) per
100g. According to the World Health Organization (WHO), the
daily intake of free sugars should be limited to less than 50g
per day (for an individual with 2 000kcal energy intake). Taking
daily three to four bottles of this lactic acid beverage came
in a small container (100ml) would have reached and even

exceeded the daily recommended intake limit.

WHO considered that high intake of free sugars in beverages
probably promotes weight gain. Overweight and obesity
increase the risk of cardiovascular diseases, certain cancers,
and diabetes.
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In the first joint test between the Council and the CFS on cold
dishes, 114 cold dish samples sourced from various eatery
outlets including Cantonese, Chiu Chow and Shanghainese

cuisines were tested for the microbiological quality.

Two of the samples, namely a liquor-saturated chicken and
a beancurd with lime preserved eggs, were found to contain
Salmonella. Under the Microbiological Guidelines for Ready-
to-Eat Food established by the CFS, samples with Salmonella
were classified as Class D, the lowest in the microbiological
quality classification. In addition, 11 samples were found to be
sub-optimal (Class C) in their microbiological quality, notably
the presence of relatively high levels of E. coli, S. aureus, and/
or B. cereus in some samples.

The consumption of food contaminated by pathogens
exceeding the safety levels may cause food poisoning.
Affected persons usually show gastrointestinal symptoms of
naused, abdominal cramps, diarrhoea and vomiting; fever
may also develop.

The CFS issued warning letters to the licensees of the
restaurants responsible for the samples classified as Class D
and health advice to those of Class C.

Household Products

Toilet tissue is one of the daily necessities used in great
abundance. Consumers concerned about their price, quality,
quantity and hygiene.

The Council tested 25 models of toilet rolls and the results
revealed considerable variations in relation to the net weight (less
packaging and the corel, number of sheets, and cost per roll.
Some models were found to contain bacteria level exceeding
the Mainland standard for toilet rolls. The test could establish no

absolute correlation between the price and quantity.

The Council also drew the attention of the consumers to the

promotional sale practice of some suppliers.

The Council reported that some models of the “buy 10 get 2
free” or “10+2" promotional pack were found to be of a less net
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weight than their normal 10-roll pack. Majority of the models
were not labelled with weight. Toilet roll suppliers were urged
to label comprehensively with detailed product information
such as the net weight per roll, the number of sheets per roll or
the size of the sheet.

In general health advice, the public is urged to dilute
household bleach with water in a ratio of 1:99 for
environmental disinfection in the fight against the menace
of various diseases. However, since advice is given on the
assumption that concentration of active ingredient (sodium
hypochlorite) of the bleaches is 5.25%, the dilution ratio would

not be applicable to bleaches with lower concentration.

In a test on 29 models of bleach, it was found that 18 had
concentration levels ranged from 1% to 4.8% li.e. below
5.25%). For the rest, only eight samples contained sodium
hypochlorite at concentration of 5.25% or above, while three

were marginally under 5.25%.

Among the samples, only 16 were labelled with the
concentration of active ingredient. Compared with the actual
content, 11 of them were found to contain less than the claimed

amount, with discrepancy ranging from 5% to 36%.

In addition, nine samples were without any indication of the
manufacturing date or expiry date; four carried no safety
warning in English and three with improper-functioned children
safety cap. Consumers were urged to purchase products
labelled with manufacturing date or expiry date and appropriate
bilingual safety warning, as well as with secure child safety cap.

Personal Care

To assess the safety of face creams, the Council tested 30
higher-end samples and 19 low-end samples in collaboration
with the Customs and Excise Department. Six low-end samples
were found to contain excessive levels of mercury, which were
purchased from small-scale stores with beauty products, and
outlets specialising in products favoured by minority ethnic

groups in Hong Kong.
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According to the Mainland's Hygienic Standard for Cosmetics,
the safety limit of mercury in cosmetic products, including face
cream, is a maximum level of Tppm. Among the six samples,
five had mercury reaching a high 3 700ppm to 15 000ppm,
while another one had 2.5ppm. Overdose of mercury may
cause damage to the nervous system and kidneys. In most
severe cases, it may cause renal impairment.

Inspection of the labels revealed that only one-third (16 out
of 49) were labelled clearly with the information of expiry
date. Manufacturers and suppliers were urged to label their

products with clear expiry date for consumers’ information.

Foot masks that are with increasing popularity in the market,
have claimed to remove dead foot skin cells and hard cracks
naturally.

The Council tested three samples of foot masks. One sample
was found fo contain too high a concentration of AHAs
(alpha hydroxyl acids) and too low a pH value in its ingredient
when compared to the cosmetic guidance in the US and the
Hygienic Standard for Cosmetics in the Mainland. The salicylic
acid content measured was 2%, the maximum concentration
permissible in finished cosmetic product. Although the AHAs
and salicylic content of the other two samples were within

safety levels, their pH values were also found to be too acidic.

Mild skin irritation, redness and flaking were the common side
effects in the use of the products. The severity of the side effects
depended on the concentration and the amount of the acids

used and the personal susceptibility.

The Council notified the Customs and Excise Department of the
test findings for follow-up under the Consumer Goods Safety

Ordinance.

The Council conducted its seventh round of condom test this
year. About 25 000 pieces of condom samples from 37
models, 35 made of latex and 2 of polyurethane (PU), were put
to test under various items. For each model, 315 samples were
put to the leakage test. Leakage was detected in the samples
of 13 of the 37 models. Among them, two models, both found
with three leaky samples, were judged unsatisfactory with

reference to the ISO standard 4072: 2002. Altogether 19 out of
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11 655 pieces of condom sample had leakage problem, which
represents a failure rate of 0.16% compared with 0.19% in the
2005 test.

Furthermore, one latex model was judged unsatisfactory in
bursting strength. The two PU models were also put to the
bursting test and were found to exhibit the characteristic
physical properties of condoms made of PU but no judgment
could be made fo the test data as the relevant ISO standard on

condoms of the synthetic material type is still in its draft form.

In terms of labelling and user instructions, one PU model was
found to provide inadequate information in both Chinese and
English.

The Council referred its test findings to the Customs and Excise

Department for follow-up.

International Comparative Tests
During the year under review, the Council also joined forces

with consumer assoications overseas and stepped up its
collaborations with ICRT to conduct international comparative
tests, including those on:

Audio-visual and optical products — Blu-ray disc players,
MP3 and PMP players, stereo headphones, digital compact
cameras, digital SLR cameras, zoom lenses, digital

camcorders, digital photo frames.

Computer and telecommunications products — mobile phone
handsets, bluetooth headsets, multi-function printers, internet

security softwares.

Automobile and mechanical products — car crash safety, child

car seats, folding bicyles.

Household and personal products — anti-wrinkle eye creams,
bread makers, espresso coffee makers, men’s electric shavers,

running shoes.

Among them, test reports on anti-wrinkle eye creams and

digital products were very popular among CHOICE readers.
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In the first joint test on anti-wrinkle eye creams with ICRT, the
Council assessed the efficacy of eight samples in reducing
wrinkles and fine lines near the eye areas. It involved a group
of between 9 and 11 trial users for each product over a six-

week period.

With evaluation of high-definition photos taken in different time
intervals, it was found that the anti-wrinkle eye creams tested
could achieve at best only a slight improvement in wrinkle
reduction. Among the tested samples, three were categorised
as "slightly more effective”, four "average wrinkle reduction”

and one "slightly less effective” in wrinkle reduction.

The test showed that the effects of even the best-performing
eye creams seemed fo vary from individual to individual,
improving wrinkle for some but not for others. Besides, cost
was no indicator of effectiveness in reducing wrinkles.

The Council joined forces with ICRT and published a test report
on 26 models of child car seats available in the market. In
the test report, the Government was urged to study the need
for greater protection for child car passengers. Under the
regulations, only child passengers of two years old or less in
the front seat were required to use an approved child car seat.
This same mandatory provision was not extended to cover
child car passengers sitting in the rear seat. The Council had
called on the Government fo review the situation with a view to
strengthening the protection afforded for children both in the
front and rear seats. Consumers were advised that the safest
way for children to travel in cars is in child car seats that are
suitable for their weight and size. Useful tips and guidance in

the choice of child car seats were included in the report.

Apart from product tests, studies were also carried out on
a wide range of consumer products to provide consumer
information and, in some cases, to verify certain product

claims.

The lists of product study reports and regular columns

published during the year are set out in Appendix 10.
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Cupping therapy is used commonly in Traditional Chinese
Medicine (TCM) practice for a wide range of ailments. The
Council voiced concerns over the safety of performing cupping
therapy by improperly trained therapists. Cases of burn
injuries or blisters and bruises had been reported in Hong
Kong and in the Mainland from time fo time. Consumers were
advised to exercise care and consult medical professionals,
when choosing cupping service providers since there was
no regulatory measure for the qualifications and skills of the
service providers or therapists both in the Mainland and in

Hong Kong.

Although there were relatively safe DIY plastic cupping sets
(without the use of fire to create vacuum state) available in
the market, consumers were advised fo limit the duration of

cupping fo usually 5 to 10 minutes at a time.

A series of articles was published to heighten consumer
awareness on the proper use of drugs and medication in
association with the Drug Education Resources Centre of The

Society of Hospital Pharmacists of Hong Kong.

Articles covered medicine patches, medicine labelling,
medicines for male impotence, rheumatoid arthritis and
biologic therapy, vaccines against human papillomavirus
(HPV) and skin care products. Pharmacists were invited fo give
advice on the pharmacological effects of the ingredients of
drugs and how to avoid possible side effects that would arise

if drugs were used improperly.

International Exchange
The Council pays special attention to the movement of unsafe

products into Hong Kong and will request suppliers to recall
any such products as appropriate. Through communication
with other consumer organisations and foreign authorities, the
Council receives a constant flow of information about unsafe

products found outside Hong Kong.
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Collecting Market Information
on Services and Products

—_—t

7

WHY THIS IS IMPORTANT

The Consumer Council regularly conducts market surveys to
collect information on a wide range of services, including for
example finance and banking, telecommunications, package
tours and related services, for the benefit of consumers.
Furthermore, the Council has, for many years, collected on
a regular and systematic basis the prices of supermarket
products and textbooks which are necessary goods for
consumers, in order to monitor long term trends and identify

issues of concern, if any, arising therefrom.

WHAT WE HAVE DONE
Finance and Banking
Survey reveals widespread increase in banking

service charges
The Council published a study covering 22 banks, on the

charges for banking services over three years, between May
2006 and July 2009. The study revealed widespread changes
among banks’ service fees, some items with an increase up
to a double when compared to the previous similar survey in
2006. Despite increased banking service charges, the survey
found an overall increase in the total number of bank branches
from 1209 to 1299 or by 7.4%, between May 2006 and April
2009.

In the report, consumers were offered tips on avoiding

unnecessary banking service charges. These include:

* Merge accounts in different banks to boost the total sum of
balance to avoid low-balance account fee and possibly to
be upgraded to “privileged” integrated account.

* Perform transactions through internet banking whenever
possible.

* Consider using banks that waive low-balance charge to
certain disadvantaged customers or banks which levy no
such charge.
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The Council conducted an annual survey on tax loans which
covered 20 banks and financial institutions. The survey found
that compared to previous year, tax loans schemes with
fixed payments has shown a significantly lower Annualised
Percentage Rate (APR) across the board — at 1.92% to 10.28%.
For instance at $5,000 loan, the range in APR varied from 2.66%
to 10.28%, at $50,000 from 2.75% to 10.28% and at $500,000
from 1.92% to 5.98%. Compared with previous year's lowest
APR (4.21%) for a $500,000 loan, the drop in interest rate was a
substantial 54.39%. In the survey, consumers were suggested
to be prudent, shop around and compare the interest rate in

terms of APRs for the best possible deal.

Telecommunications

A market survey on mobile broadband services for computers
was conducted in the wake of public discussion of the fair
usage policy. The survey uncovered six operators put this
policy in their terms of use of such service. In Council's view,
such practice may contradict the claims in the operators’
promotional materials and service contracts, as both
documents claim the service plans would provide unlimited

usage for the subscribers.

Consumers were also reminded that the “speed” claimed by
the operators were merely in theory highest download speeds,
and were unlikely to be reached in real situations, because
the connection speeds would be affected by many factors. The
Council is of the view that these theoretical speeds as claimed
could atf best be viewed as service categories, and better still,
the operators should strive to provide connection speed closer
to their claims, otherwise those claims are meaningless to

consumers and may even lead consumers to wrong choices.

Consumers were also alerted on the overseas access fo the
internet through the USB modems provided by Hong Kong
operators which would incur data roaming charges extra
to the local service plans they subscribe. Consumers were
advised to check the operators’ websites for more information
before departing.
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Daily Living

Since sharp increases in textbook prices (6.6% increase for
primary textbooks and 7.4% for secondary textbooks) were
recorded in 2008, a working group was formed by the
Education Bureau to discuss the issues of textbook prices and
the development of electronic learning resources. The Chief
Executive of the Council was also invited to sit on the Working
Group to speak for consumers on the issues. Among the
recommendations of the Working group, the Council pledges
great support to the debundling of textbooks with teaching
and learning materials; also the extension of the “no revision
period” from three years to five years. These measures, if
implemented, should alleviate parents’ financial burden on

purchasing textbooks for their children.

This year's annual textbook price survey revealed slight
increases in price for primary and secondary school textbooks
(1.6% and 1.0% respectively), which was the first time in 10
years that both figures were below the average increase of
2.7% in the Composite CPI in the preceding 12-month period
2009 over the same period 2008.

The New “334” Academic Structure (NSS) was launched in
Secondary 4 (now known as Senior Secondary 1 or “SS1” in
NSS) this year, and the Council's textbook expenditure survey
had gauged the change of textbook expenditures of this class
before and after the implementation of the NSS. It was found
that the difference between the textbook expenditures for SSI
and Secondary 4 was quite significant at a 3.1% increase,
only next to the increase rate of 7.5% of Secondary 7 Science

classes.
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In the year under report, the Council’'s supermarket price
survey covered scan data on a basket of 200 items of
commodities sold in three supermarket chains. The aggregate
average price of the basket increased in double digits by
12.6% in 2008 compared to 2007. The findings showed that
amongst the 12 categories of products, the price for one
category, namely alcoholic drinks fell by 8.3% in average prices
when compared to 2007. On the other hand, prices for the 1
remaining categories were up, ranging from 2.5% to 34.9%.
They included staple food, canned food/prepacked soup, hot
drinks, bread/cakes, dairy food/yogurt drinks, milk powder/
baby products and food, non-staple food/sauces, candies/
snacks, paper/household cleaning, personal care products

and beverages.

The Council studied terms and conditions governing the use
of car park service for consumers of 11 car park management
companies operating a fotal of 615 car parks throughout Hong
Kong. It was commonly found in these terms and conditions
the inclusion of exemption clauses. In the maijority of cases (9
out of 11 companies), they carried exemption clauses to the
effect that the companies would not be held responsible for
losses of vehicles or properties in vehicles parked in their car
parks. In 7 out of 13 sets of terms and conditions, car park
employees would not accept any articles for safe custody.
The Council is of the view that the validity of such exemption
clauses is, nevertheless, open to questions and legal
challenge under the Control of Exemption Clauses Ordinance.
However, as the situation stipulates a classic case of caveat
emptor, consumers were reminded to be aware of the terms
and conditions and the observance of sensible security
practice are essential, especially in safeguard their parking
tickets, as 8 out of the 13 sets terms and conditions surveyed
prescribed that the management companies may permit any
person producing a valid ticket duly paid to remove a vehicle
from the car park, and some of the car parks may demand
an administration fee ranging from $50 to $100 on top of the

parking fee for a loss of the parking ticket.
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Following consumer complaints about such trade practice, the
Council has conducted a survey on 17 travel agents in relation
to 3 selected package tours (Beijing, Bangkok and Tokyo) in
a study. On the basis of the information collected in visits to
these travel agents surveyed, 4 out of the 17 agents were
found fo adopt the sale practice of bundling package four with
designated travel insurance. Consumers who chose to refuse
to purchase the travel insurance, would not be allowed to join
the tours. Of these four travel agents in question, two required
the compulsory purchase of the designated travel insurance
even though the customers were already covered by their own
annual travel insurance.

Regarding the bundled sale practice, the Travel Industry
Council (TIC) does not have any specific guideline or code
of practice on this issue. According to the Office of the
Commissioner of Insurance, it is not mandatory for consumers
joining package tours to purchase fravel insurance as far as
the Insurance Companies Ordinance is concerned. There are
also no specific provisions concerning matters on requiring
consumers to purchase designated travel insurance for joining
package tours adopted by some travel agents. The Council is
of the view that such a sale practice would hinder the ability
of the consumers to choose and prevent them from obtaining
a policy that suits their needs. But what is worrisome is that if
such a practice may become prevalent in the travel industry,
it gradually deprives consumers of their fundamental right to

choose.
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The Consumer Council continued to enhance price
transparency of food and daily necessities through various
price surveillance initiatives, namely Wet Market Price Watch,
Retail Price Watch and Supermarket Price Watch, launched in
2008.

To provide more comprehensive information, the Council
commenced the monthly wet market food price index (based
on the data of daily wet market food price implemented in
November 2008) in September 2009. The index, delivered in
a monthly basis, indicated the price levels of 44 wet markets
throughout the 18 districts of Hong Kong for a same basket of
26 fresh produce. It also provided sub-indexes of four major
categories of food items: meat (including pork, beef and
poultry), fish (including salt-water and fresh-water fish), fresh

vegetables and fruits for monthly comparison.

The Council continued to conduct its weekly price surveys
and closely monitored a basket of 40 fast consuming goods
and commodities at different retail outlets, including major
supermarket chains, personal care chains, drugstores and
grocery stores. The survey extended to cover cosmetic stores,
household goods chains, snacks outlets and specialty stores.
Results of the surveys were enhanced with various discount
analysis. Furthermore, any observable trends between outlets

and any pricing abnormalities were analysed.

The Council has been collecting and displaying daily prices
of some 500 products from four on-line supermarkets. A
detailed analysis, based on the price data of 288 items over a
5 months period, was published in April 2009. The study found
a total of 79 promotions, in which consumers could be lured
into buying more and paying more. 38 promotions, of which
the average purchase price was higher compared to unit price
before the promotion, were discovered. 41 promotions, of
which the average purchase price were greater compared to
unit price after the promotion, were identified. The report also
shed light on which day of week the consumers will have a
better chance of buying goods at bargain prices. The number
of items monitored by the Council's Supermarket Pricewatch

website was further raised to about 600 in June 2009.
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Disseminating Consumer

Information
RHUHE S &

WHY THIS IS IMPORTANT

The dissemination of consumer information is at the heart
of consumer protection and empowerment. Ensuring
the dissemination of consumer information fo the widest
audience possible is therefore crucial to the function of the
Consumer Council. As consumers become better informed,
they will be better able to, amongst others, safeguard
their interests against undesirable trade practices and
unsafe goods and services, exercise rational choices, and
contribute to sustainable consumption. Towards this end,
the Council is engaged in a diverse range of activities aimed
at disseminating consumer information in a constant effort
to strengthen consumer awareness, and foster community

support for its work.

WHAT WE HAVE DONE
Publication of CHOICE

A principal publication of the Council is its monthly magazine
CHOICE which provides a regular outlet of information, advice
and viewpoints on all matters of interest to consumers.
CHOICE reports the results and evaluation, with brandname
information, of comparative product testing, and service
assessment through surveys and in-depth studies. Regular
columns of consumer inferest covering such issues as: health
and nutrition, consumer complaints, hazardous products,
environmental concerns, drug safety, investor education, and
issues of global consumer concern are also included. CHOICE

is published in Chinese.

In addition to copyright protection, Section 20 of the Consumer
Council Ordinance strictly prohibits the exploitation of the
Council's name or its research information for commercial and
promotional purposes. Section 20 is essential for protecting the
independence and impartiality of the Council in its evaluation
of goods and services available to consumers in the market.

CHOICE does not accept any commercial advertising.
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CHOICE has maintained its enormous influence as the
independent authoritative source of research-based consumer
information and guidance to the public. Its reach is far
beyond its magazine and online readership, through frequent
prominent media coverage penefrating all sectors of the

community and households in Hong Kong.

CHOICE has consistently generated immense media interest
and coverage ever since its debut appearance in 1976. In
an effort to reach as wide an audience as possible, a press
conference - together with the distribution of a press release in
both English and Chinese -
each and every issue of CHOICE, and active assistance is also

is held to launch the publication of

provided to meet media requests for additional coverage of

artficles of specific interest in all sectors of the media.

This regular flow of consumer information through its
publication CHOICE and media reporting to the general public,
touching on a wide spectrum of daily livelihood issues of
interest and concern to consumers, has earned effectively the
trust and confidence of consumers and traders alike in the
work of the Council. The high public profile of the Council is
important in that it enhances the credibility and influence of the

Council in its various fields of endeavours.

Multi-media CHOICE: Access for All

CHOICE has the distinction of being one of the first consumer
organisations, to provide a diverse multi-media access for all
— from print fo internet online, fixed-line and mobile phone

users.

In 2004, CHOICE was first ushered into the realm of online
transmission in cooperation with a major internet service
provider through the website (http://choice.yp.com.hk). CHOICE
Online, a full PDF version in both traditional and simplified
Chinese, provides all of the reports in each current edition
and an archive of back issues of CHOICE for access by all
internet users, for viewing on annual subscription or per issue
or per report basis. The demand for CHOICE Online has risen
continually each year.
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In 2006, a new service was inaugurated to embrace fixed-line
and mobile phone users. Through PCCW Fixed-line Network
and Mobile Services, consumers will now be able to access -
literally at their finger tip anytime and anywhere - a selected
number of mainly test and survey reports in CHOICE complete
with brandname information. To fit into the small format of
transmission, only an abridged text version of a maximum of
600 characters/spaces for each report is provided. For fixed-

line users, an audio version is also available.

CHOICE magazine in print is available to the general public
through sales of subscriptions and at retail outlets covering
newsstands, supermarkets, convenience stores and
bookshops throughout the terrifory. During the year 2009, the
overall combined sales averaged 27 428 copies per issue,
splitting quite evenly between subscriptions and retail sales.
The cover price of CHOICE is $12 per copy while the regular
subscription rates for one year (12 issues) and two years (24
issues) are currently $110 and $200 respectively. A diversified
marketing programme including notably media publicity, price
discount promotions, free gifts, sales incentives, book fair and
exhibition sales is in progress regularly.

Media Liaison
Media relations are actively fostered to advance the cause

of consumer empowerment and protection. The Council is
virtually in daily contact with the mass media on all matters of
consumer interest. Regular press conferences, news releases,
briefings and interviews were arranged for all sectors of
the media, contributing significantly to the widespread
dissemination of consumer information and advice to the
public. The role the media can play is much valued by the
Council. It helps to heighten consumer awareness and
understanding of the diverse range of functions and activities
the Council performs in the protection and empowerment of

consumers. It also helps gain community support.

Media reporting of the Council’s publicity sanction against
traders found persistently engaged in malpractices against
consumers, is protected from defamation action by “qualified
privilege” provided the reporting is “fair and accurate”. In the
year under review, the Council named a total of 9 companies
involved in the marketing of HDTV set-top box for dishonest
sales practices. These companies were the subject of a spate
of consumer complaints of 436 cases in total brought to the

notice of the Council for resolution since 2008.
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Consumer Rights Reporting Awards
The annual Consumer Rights Reporting Awards has gained

increasing recognition of the news media as a coveted award
for professional excellence. This year's Awards was the 10th
organised by the Consumer Council in association with the
Hong Kong Journalists Association (since 2000) and the
Hong Kong Press Photographers Association (since 2007). A
total of 137 entries were submitted for adjudication in the five
categories of news (63), features (34), television (14), radio (18)
and press photo (8) covering a wide spectrum of issues of
consumer interest and concern.

The panel of adjudicators comprised: Professor Francis Lee,
Associate Professor, School of Journalismm and Communication,
the Chinese University of Hong Kong; Mr. To Yiu Ming,
Associate Professor, Department of Journalism, Hong
Kong Baptist University; Mr. Cheung Kin Bong, Chairman,
and Mr. Paul Yeung, Vice-Chairman, of Hong Kong Press
Photographers Association; Ms. Mak Yin Ting, Chairperson,
and Mr. Ambrose Leung, Vice-Chairman, of Hong Kong
Journalists Association; Professor Anthony Cheung, Chairman,
and Mr. Ambrose Ho, Vice-Chairman, of Consumer Council.

The winning entries of the five categories can be found in
Appendix 12.

Top Ten Consumer News
The public concern over the deepening crisis of the dumping

of plastic shopping bags in massive quantity everyday and
the aftermath of the global financial tsunami were voted the
top stories in the Top Ten Consumer News election for the Year
of the Ox. The event, in its sixth year, was organised jointly by
the Council in association with News Channel of Hong Kong
Cable Television, Radio Television Hong Kong and Hong Kong
Economic Times, with Fan, Chan and Co. as the Honorary
Auditor.
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Members of the public were invited to select and vote for the
top 10 consumer news, out of a list of 20, which in their view
were uppermost on the mind of consumers during the Year
of the Ox in Hong Kong. It drew a total of 2 199 voters who
cast their votes online or in print entry forms in the latter half
of January 2010. Full results and their vote count of the Top 10
Consumer News of the Year of the Ox, in their sequence, are
as follows:

= Plastic Bag Levy Imposed on Supermarkets Shoppers (1 960
votes)

= Settlement Package Proposed for Lehman Minibond Victims
(1767 votes)

= Council Uncovers Abusive Charges by SMS Operators (1 660
votes)

= Misleading Sale Promotional Tactics by Supermarket Chains
(1650 votes)

= New Measures Requiring Price Disclosure on Saleable Area
(1603 votes)

= Controversy over Floor Numbering of High Rise Residential
Blocks (1 581 votes)

= Sale of Mouldy and Expired Medicines by Local Drug
Manufacturers (1 466 votes)

= |nvestigation Launched on LP Gas Complaints by Taxi
Operators (1 448 votes)

= Consumer Dilemma over Purchase of lllegal Columbarium
Niche (1150 votes)

= Amended Trade Descriptions Ordinance Comes into Force
(1038 votes)

The Shopsmart Website

In 2007, the Consumer Council created and launched
a website dedicated specifically to enhance consumer
confidence and protection of Mainland visitors shopping in
Hong Kong. The Shopsmart Website (www.consumer.org.hk/
shopsmart) was initiated in response to the call by the then
Financial Secretary in his 2007-08 Budget Speech that “the
Council will, in conjunction with the tourism industry, provide
additional shopping information and assistance to Mainland

visitors”.
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Available in both the traditional and simplified Chinese
versions, the website “{&BHE &

stop consumer service covering a broad range of products

75" offers an unique one-

and topics of interest and concern to Mainland tourists. A
main focus of the web is the provision of practical shopping
information on a number of categories of goods most
favoured by Mainland visitors, namely, audio visual consumer
electronics, jewellery and watches, Chinese dried seafood,

cosmetics and medicinal products, and food and beverages.

Further, the web features also useful consumer-related issues
on, inter-alia, the differences in consumer culture and trade
practices between Hong Kong and the Mainland, dining and
sightseeing, money exchange and transportation, consumer
safeguards and complaint channels, etc. It can be readily
accessed via an extensive network of hyperlinks with the
websites of consumer organisations in the Mainland, through
the co-operation and assistance of the China Consumers

Association (www.cca.org.cn).

During the year, the contents of the website were continually
updated and expanded — amongst others, a total of 6
“Consumer Alerts” and 12 abridged versions of CHOICE test
and survey reports of particular interest to Mainland visitors

were uploaded.

To assess the feedback from its Mainland resident users, the
Council conducted a survey covering such issues as viewing
frequency, rating of satisfaction with product information,
request for additional product and other related information,
and overall assessment of the website in terms of its design,
contents, and download speed. A great majority of almost
70% of the respondents rated favourably of the website design
(attractive) and contents (sufficient information); most of the
shopping information provided was deemed useful and
practical. The results have provided useful insight in planning
for enhancement of the website in the coming years.

Besides hyperlinking the Shopsmart Website with consumer
and related bodies in the Mainland, the Council also
conducted online search marketing particularly at periods prior
to the annual three “golden weeks” of Labour Day, National
Day and Lunar Chinese New Year holidays, when large
numbers of Mainland tourists will visit Hong Kong. So far, up to
the end of March 2010, the cumulative hit rate of the website

reached more than 66 million.
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World Consumer Rights Day

Every year on 15 March, the global consumer movement unites
for a day of action. The theme for the World Consumer Rights
Day (WCRD) 2010 is “Our money, our rights” in a campaign
to fight for fair financial services. The WCRD drive was
spearheaded by the Consumers International (Cl) working with
its members to build an international picture of the experience
of consumer organisations and consumers in the area of

financial services.

The results of a Cl member survey, carried out during August
and September 2009 in preparation for WCRD 2010, clearly
showed that consumers around the world face a range of
problems in their dealings with financial service providers, from
irresponsible lending practices to unfair contracts, abusive
charges and advice by salespeople lacking in objectivity. The
broad picture revealed by the work of CI members is that in
developing countries the issue is basic access, while in rich
countries consumers suffer from a lack of impartial advice

amid a plethora of options.

In support of the WCRD 2010, the Consumer Council conducted
a survey on bank savings accounts for children (aged below
18) in the belief that financial literacy is never too young fo start.
A sound concept of money management will stand a child in
good stead for the rest of his or her life.

Besides savings accounts, there are in fact many opportunities
for children fo receive advice and guidance in financial
management in daily lives. For instance, instilling in children
the concept of money through shopping and making price
comparison with them; familiarizing them with different kinds
of payment methods (Octopus or cash); encouraging them
to shop sensibly and wisely, e.g. preparing a buying list and
budget beforehand; rationalising between “needs” and “wants”
in goods; developing saving habits e.g. giving them a small
amount of pocket money regularly; opening a savings account;

sefting saving goals; and teaching them calculation of interest

and the importance of deferred consumption.
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The Council was awarded WCO
Certificate of Merit 2010

The Consumer Council was honoured by the World Customs
Organisation (WCO) in its annual list of recipients of Cerfificate
of Merit 2010. The WCO Certificate of Merit is awarded in
recognition of the Council's continued cooperation and support
to the Customs and Excise Department (C&ED) in its consumer

protection enforcement work.

On 26 January 2010, in a ceremony on the occasion of the
International Customs Day, the Secretary for Commerce and
Economic Development, Mrs. Rita LAU NG Wai-lan, presented
the WCO Certificate of Merit 2010 to the Chairman of the
Consumer Council, Professor Anthony CHEUNG Bing-leung.

Receiving the award on behalf of the Consumer Council,
Prof. Cheung said it was an honour for the Council to
be recognised as an important ally in the advocacy and
enforcement of consumer protection legislation. He noted
the many years of close collaboration with the C&ED in
areas in relation to the Trade Descriptions Ordinance,
Consumer Goods Safety Ordinance, and Toys and Children’s
Products Safety Ordinance. In particular, he cited the referral
mechanism for consumer complaints following the new
amendments of the Trade Descriptions Ordinance in March
last year, and the joint testing and research on issues of
product safety. “This cooperation will no doubt become
even more significant as we move forward to enhance the

legislative protection of consumers,” he added.
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Empowering Gonsumers

through Education
HEAE—IIREEBRIE

WHY THIS IS IMPORTANT

Great importance is attached to the Council’'s consumer
empowerment objective of which consumer education forms
an integral part. Through a systematic programme for various
target groups, participants acquired the necessary skills and
know-how of rational consumption. Their awareness of the
rights and responsibilities of being consumers was heightened

as a result.

The Council has provided support to other organisations
and educational institutes to enable them to run their own
consumer education programmes. Tailor-made activities are
designed to cater for three major target groups — namely
young people, senior citizens and new immigrants. The latter
two groups are more vulnerable to trade malpractices and in

need of guidance.

WHAT WE HAVE DONE

During the year, 218 educational talks, visits, workshops
and seminars were organised for the above three target
groups, as well as other interested parties such as parents,
women and disadvantaged groups. Popular themes included
consumer rights and responsibilities, consumer protection
laws, consumer traps, sustainable consumption, consumer
guides on health and safety issues as well as the purchase
and subscription of telecommunications services, to meet the
needs and concerns of the public.

The Council has also organised the Consumer Culture Study
Award as well as teacher training programmes to promote
consumer education in schools. In addition, the Council has been
actively involved in promoting consumer education contents
to be incorporated in local formal school curricula with great
success. Council staff has worked closely with the Education
Bureau (EDB) in the design and development of such curricular
to enhance the effective delivery of knowledge and concepts
pertaining to consumer education in various related subjects in
Technology & Business, Social & Humanities key learning areas
as well as Liberal Studies and moral and civic education.

BoIRAERESD

HEEHENERT
Ae—REBEERRIHEEARREED
WEE LM - HEFRLRNEE  ARSHF
FRERNHBEREEE - RERREEEY
RRREL  RTRARBIHEE -

REBURHEEHBEERE  A2EHELRR
WA L RmIB R - REmB RHM - AP A
BREETHEEBEHE R - 22 TERFERTD
F - RENFRBALMRAVEE) - REMH
RKEBEATHABRSEANERETFTERE  BUEMN
BN EEN - LeBNHERH -

FPI5ERER
AR DR=ERELE - LUREH R

KR BAMBEAL  2FHBR2ISEHE
BHEREY  BEBE 28 TFEHNNSS
S -THEBEHEERAEER  HEEREE
Pl HERBANBRE - IFEEE - BENR
2HEE - REMRBIEBERS DG4

SRANE

RETER DHEXCERRER ) KA
EAIRE - EEREBHEEAE - AQHEAB
B—RZEEZAE  HRABERBERARARRBIR
B RHEERENAENML  AREaRNIE
MRBRREZH B BEHENHERAX
HREEBEE  UEEIHE  BRBERAR#E
% AR -

09-2010 = HEEHEEREEFR



Education resource materials were also produced to facilitate
trainers to conduct consumer education programmes on
their own.

Several pilot programmes were launched during the year
to explore opportunities and feasibilities in effective delivery
of consumer education to better serve emerging needs as
well as the needs of different sectors within and without the
community. These included education programmes and
training courses for local third age persons and university
students in Mainland China.

Staff training programmes sharing sessions were also
conducted for our Mainland and local counterparts to share
experiences in designing and organising effective consumer
education programmes in general and the Consumer Culture
Study Award in particular.

These programmes were held both in the Consumer Council
Resource Centre as well as local schools and other community

centers to meet demands from different sectors of the society.

Enhancing Youth Awareness in Consumer
Rights

The Award, jointly organised with the Education Bureau (EDB)
for the eleventh consecutive year, is the largest and well-
received territory-wide project-based learning programme
designed for local secondary schools. Participants have
to study a particular aspect of our local consumer culture,
exploring the consumer attitudes, values and behaviours in
Hong Kong. Over the years, the Award has generated a fruitful
collection of over 6 200 study reports based on first-hand data
collected by students, and in turn, helped enrich the archives
of studies on local consumer culture.

A record high of 966 teams from 109 secondary schools took
part in this year's Award, a 13% increase in the number of

participating teams. A list of the winners is at Appendix 13.

Introductory talks on consumer issues and how to conduct the
study were organised for teachers and students, attracting about
1000 participants to such sessions. It was through these talks
and the subsequent active engagement of students in conducting
the study that their understanding and awareness of consumer
issues were enhanced and analytical ability strengthened.
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106 workshops covering 24 thematic topics were organised
for over 5 000 teachers and students as an extension activity
of the Study Award. These workshops aimed at stimulating
creativity, arousing interest on issues like consumer
responsibilities, care and concern of the environment as well
as exposing participants to concepts and skills in conducting

and presenting consumer culture studies.

The Consumer Education Division was also invited to conduct
School Workshop Days as a support and learning initiative for
participating schools of the Study Award. A team of workshop
hosts would conduct five to six different workshops in each
session, providing chances of different exposure for the
200-strong students studying in the same form in a day’s visit
for each school. 14 School Workshop Days were conducted in
the year with positive response.

Consultation sessions conducted by division staff was a newly
introduced support initiative to teachers and students to help
improve their project ideas and skills aiming fo further improve

the quality of the project studies.

The Study Award celebrated its tenth anniversary in 2009.
Apart from the publications of collected essays as well as
outstanding student projects, staff fraining programmes for
our Mainland sister organisations and universities were also
conducted to share the unique experience gained throughout
the ten years in developing the Award info an effective

consumer education initiative.

Pilot projects were launched in the year to extend the
experiences of the Study Award in engaging local third age
persons and Mainland students in conducting consumer

culture studies as an empowerment inifiative.

The Youth Development Service Scheme aims fo provide an
opportunity for the trained youth volunteer leaders learning
more about consumer issues through involvement in Council's
activities. Provided with comprehensive training and practice
opportunities, these youth leaders took up tasks, such as
presentations to community groups and production of
educational materials, independently. They are also actively
involved in the running of various events and projects of the

Consumer Education Division.
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Currently, over 30 secondary students and university
undergraduates are involved in the Scheme, with new recruits

joining each year.

A pilot programme to explore the feasibilities in organising
similar programmes for Mainland students were launched
in September 2009 in Shantou University. With the support
from the Law School and Veritas College, Shantou University,
about 100 students enrolled in the programme fo receive
training pertaining fo issues, concepts and skills in conducting
consumer culture studies. They have started their own project

studies and would submit project reports in May 2010.

Education Programmes for Vulnerable
Groups

60 programmes were delivered to the senior citizens through
joint efforts with social and community services organisations.
Programmes were tailored to meet the special needs and

consumption patterns of the senior citizens.

The programmes were mainly on health and safety concerns in
selecting and consuming products and services related to this
particular cohort. These included health food and equipment,
household appliances and dried seafood. Precautions from
falling into common consumer traps including subscribing
telecommunication services and contractual obligations in

different payment methods were also popular topics.

Based on the experience on the pilot program held last year
and upon the requests from other social services institutes, a
Consumer Culture Study Award for Third Age Persons would
be piloted later in 2010 to engage more third age persons
in the understanding and analysis of the local consumer
culture. Several social services institutes have already agreed
to co-organise the Award. Planning meetings, focus groups,
briefing sessions and infroductory talks were held before the
official launch of the programme in summer 2010. Tailor-made
comprehensive training programmes would be designed for
the participants of this Award. This Award would provide the
community a befter understanding of the views and situations

unique fo third age persons in the consumption processes.
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Regular programmes including visits and talks were also
conducted within the year for the new comers from Mainland
to familiarise them with local consumer protection measures.
Talks on employment traps were also arranged for newly
arrived women whom were most susceptible to those

malicious practices in question.

The Council, jointly with International Social Service Hong Kong
Branch, infroduced last year a specially designed consumer
education program for new immigrant children, which was
continued this year. The program aims to familiarise the
children with the Council's work as well as the local consumer
culture and consumer protection measures. The program was

held in the summer of 2009 with over 50 children aftended.

Special education programmes have been developed to
meet special needs of those disadvantaged groups such as
students of mild-grade mental retardation and clients of the
Hong Kong Society for the Blind.

Train the Trainers

Based on the successful experience of the Youth Development
Service Scheme, another service scheme was launched last
year to involve interested women and third aged volunteers.
These volunteers would be provided with systematic training
on knowledge and skills in organising and conducting effective
consumer education programmes. They would in return
contribute their assistance in Council’s education programmes
and events.

Government's recent curricular reforms responded favorably
to the Council's call for incorporating consumer education in
the wider school curriculum. Council staff have been invited fo
contribute in the design of new curricula to better incorporate

consumer education concepts in school teachings.

To meet the increasing demand, EDB had commissioned the
Council to design and host several Teacher Development
Courses such as the Teacher Development Course on
Consumer Education for Technology Education Teachers in

2004-06; the Professional Development Programme for Liberal
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Studies: NSS Independent Enquiry Studies in the LS Curriculum
in 2007; and in 2008 through 2010, Teacher Development
Courses on Learning and Teaching PSHE KLA through The
Consumer Education Perspective which had been successfully
completed in January 2010. This year, EDB continued fo
commission the Council to design another new teacher
training seminar, the Teacher Professional Development
Programme for NSS Learning and Teaching Strategies for the
Technology and Living Curriculum Series: Action Planning for

Quality Learning and Teaching.

A web-based training course for secondary schools teachers
on Learning and Teaching PSHE KLA (Personal, Social and
Humanities Education Key Learning Area) through Consumer
Perspective was designed to enhance the competence and
confidence of teachers in conducting consumer education in

schools throughout social and humanity subjects.

The 30-hour course trained 205 teachers in five batches
starting from January 2008 till January 2010.

The last two batches of the course were organised in the year
with 53 teachers successfully completed. Participants included
those teachers in Liberal Studies, Integrated Humanities,

Economics, Business Studies and Home Economics.

Two supplementary seminars were organised in each batch for
consolidating the knowledge of the enrolled teachers. Speakers
included experts from Mandatory Provident Fund Schemes

Authority, information service industry and the Council.

An Experience Sharing Session was also organised in June 2009
for course participants from the first three batches. Mrs. Josephine
MAK, our former Council Member, conducted a newly designed
workshop to illustrate how to effectively use Case Analysis
activities for enhancing the breadth and depth of student's
thinking. 25 teachers and student leaders attended the session.

The feedbacks from the course participants were highly
favourable. They regarded the course as extremely reflective
and practical, rich in content, instrumental in teaching and
enabled a thorough and better understanding of the concepts
and skills in conducting consumer education in schools.
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Upon the request of EDB, the course materials would be further
developed info teaching resources to support the teaching of

consumer education in various curricula.

A new programme, commissioned by EDB, titled “Action
Planning for Quality Learning and Teaching” was conducted
in January 2010 for over 30 teachers as part of their “Teacher
Professional Development Programme for NSS Learning and
Teaching Strategies for the Technology and Living Curriculum
Series”. Throughout the 1-day seminar, teacher were provided
with framework, approaches & concepts in consumer
education in relation fo its application in the new Technology
& Living curriculum as well as demonstration of various

workshop activities developed by the Council.

The Division have been invited to conduct Staff Development
Programmes for teachers. This year, a staff development
programme was conducted for the 60 teachers of TWGHs
Mrs Fung Wong Fung Ting College in July 2009. Consultation
sessions were also held for schools especially on experience

in conducting project learning.

Training programmes were also conducted for staff of the
Shenzhen Consumer Association on consumer education
during the year, to enhance the experience exchange between

the two areas.

Teaching Resources Development
Curriculum Resource Package on Reflections on the Learning

and Teaching Strategies of Project Learning

The Resources Package, commissioned by EDB, aims to impart
the unique experiences gained by the Council throughout the
ten years in developing the Consumer Culture Study Award

(CCSA) into an effective learning platform.

The Package would include a collection of essays and
interviews by/of CCSA participants, adjudicators and
educationists to identify the special features and concepts

contributory to the success of CCSA .
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The writing and editing of the contents were underway and is
scheduled to be published in mid-2010.

The Resources Kit, published in 2009 was commissioned
by EDB. It aims to provide teachers with handy tools and
successful examples in the training and learning through

project studies in consumer culture.

The Kit comprised of three major winning student project
reports of the Seventh Consumer Culture Study Award as
exemplary projects, together with adjudicators' views and
comments; project team members' experience sharing; as
well as over 30 workshop exercises and learning activities to
demonstrate the Council's unique experiences in enhancing
the teaching and learning of generic skills including but not
limited to knowledge construction, creativity, critical thinking as
well as communication and presentation skills.

The Kit had been sent to all local secondary schools and
university libraries as well as education resource centres to

enrich the pool of teaching materials in consume education.

The DVD-ROM containing the winning reports of Consumer
Culture Study Award X was produced and distributed to all
secondary schools as a teaching resource. 2 000 copies were
made and sent in the year.

Other educational resources included teaching kits on labelling
and advertising, a consumer education resource kit for new
immigrants. These were produced to meet the need and

demand of schools and community organisations.

Consumer Council Resource Centre
Located in Tsim Sha Tsui, the Council's Resource Centre

was opened to service in October 2001. Facilities include
a Consumer Advice Centre, a multi-purpose conference
room equipped with audio-visual devices, and a resource
library. Multimedia computers were installed giving visitors'
access to the Council's web site and educational resources.
Workshops, seminars and talks were held regularly in the
Resource Centre. During the year, the Resource Centre
attracted over 1 300 visitors from over a hundred community

organisations and educational institutes.
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Improving Legal Protection

IR A R m R [E

WHY THIS IS IMPORTANT

Consumers’ rights should be protected by law. We kept

abreast of developments in the law that may affect consumers’
positions and welfare as users of goods and services. Also we
took all the inifiative to improve and protect consumers’ legal
rights by submitting our views in that regard to the Government
and relevant bodies.

WHAT WE HAVE DONE

Class Actions
The Council has submitted its views to the Law Reform

Commission on the recommendations of its Subcommittee on
class actions published in a consultation paper. The Council
was supportive of the Sub-committee’s recommendation
of establishing a comprehensive regime for class action to
enable efficient, well-defined and workable access to justice.
A class action regime would facilitate collective redress for
consumers aggrieved by multiple wrongdoings of a business;
and thus bring about the effect of strengthening enforcement
of consumer rights and enhancing consumer protection. The
Council concurred with the Subcommittee that little could be
achieved by a class action regime if a suitable funding model
for plaintiffs of limited means could not be found. The Council
therefore supported the Subcommittee’s recommendation
of expanding the scope of the Consumer Legal Action Fund
to provide legal assistance to consumers in class action
proceedings. As the trustee of the Fund, it expressed its
pleasure to accept the additional responsibility of managing
the funding concerned, provided that adequate resources are

made available.

Further Proposals for Strengthening

Copyright Protection in Digital Environment
In November 2009, the Administration issued a paper refining

some of the preliminary proposals which had been released
in April 2008 for public consultation on the measures to
strengthen copyright protection in the digital environment.
Public views were further sought on the refined package of
proposals. The Council presented its views at the meeting of
the LegCo Panel on Commerce and Industry in January 2010.

The recommendation of expanding further the net of criminal
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sanction by making proposed infringement offence in non-
business context technology neutral attracted the Council's
concern. It was submitted that the widely drawn prohibition as
provided under the modified proposed provision might have a
chilling effect on information sharing and exchange activities in
the digital world.

Given that access to the Internet is a fundamental right and
the limitation of which should be subject to prior ruling of the
court, the Council reiterated its reservations about the nofice
and takedown procedures. Also, it objected to any excessive
protective measures that might upset the balance between the

opposing inferests.

As a copyright work might exist in mixed form or multiple
forms, the Council submitted that the proposed shifting
exception which was confined to sound recordings should be

expanded.

Consultation on Review of the Personal

Data (Privacy) Ordinance
In view of the societal and technological changes in the past

decade, a review was conducted to examine whether the
existing provisions of the Ordinance still afford adequate
protection to personal data. The Council has presented its
views on the Review regarding a number of issues.

As regards the protection of sensitive personal data, it
was submitted the imposition of the proposed additional
requirement should not be merely limited to biometric
information but be extended to other types of sensitive
personal data which leakage might put data subjects at
real risk of substantial damage, such as medical data, bank

account number, credit card number and sex orientation.

To provide comprehensive protection, apart from the imposition
of direct obligations on data processors to ensure security of
the data entrusted to them, specific obligations should also
be placed on data users to ensure the security of the data
transferred to the data processors they engaged.

Further, the Council was of the view that it was necessary
to have a mandatory requirement for data users to issue
personal data security breach notification to the affected
individuals as soon as possible, by any practical means in
the circumstances, after leakage of personal data for which
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substantial number of affected individuals or substantial loss or
damage to the affected individuals is reasonably anticipated.

On the other hand, the Council had reservation over the
proposal that the Privacy Commissioner be given power to
prosecute offences on the grounds that it is an important
principle that control of criminal prosecution be vested with
the Department of Justice. Nor did the Council support the
proposed empowerment of the Commissioner to offer legal
assistance to aggrieved data subject for recourse to civil
remedy. If there was really such a need to give legal assistance
to aggrieved data subjects, the Administration should explore
the possibility of extending Legal Aid, rather than creating an
anomaly by giving the Commissioner the power to grant legal

assistance.

It was not necessary, the Council opined, fo make contravention
of a Data Protection Principle (DPP) or unauthorised obtaining
and disclosure of personal data an offence. If it was the case,
it would be too draconian as it might be easy for people to
break the law unknowingly. However, a person who knowingly
sold personal data without the consent of the data user should
be subject to criminal sanction. Moreover, the Administration
might consider singling out particular acts or practices
contravening DPPs of a serious nature and making them an
offence.

The Council reiterated that the “opt-in” approach should be
adopted to address the problems caused by unsolicited direct
marketing. But if the “opt-out” approach remained, the existing

penalty would be inadequate.

Apart from the above, the Council also gave views on the
issues concerning the third party’s right to give prescribed
consent to the change of use of personal data on behalf of
a data subject, the parents’ right to have access to personal
data of minors, and the transfer of personal data in business

mergers or acquisitions.

Limited Liability Partnership

The Law Society had called for legislation to enable solicitors to
practise in limited liability partnerships (LLP). The Council made
submissions on the proposed LLP mechanism respectively to
the LegCo Panel on Administration of Justice and Legal Service

and the Department of Justice.
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Under the proposed LLP, a consumer aggrieved by the
negligence or wrongful acts of a partner would be able to
seek remedy against that partner only, instead of any other
or all of the partners of the firm as he is currently entitled to
under general partnership. As such, consumer’s interest may
be adversely affected by the diminished chance of recovery

unless it is safeguarded by other means.

In this premise, the Council recommended that:

i} The partners of a LLP shall be jointly liable where the
damage to the client cannot be attributed to the wrongful
act or omission of a particular solicitor in a LLP whose

identity is known.

iil The current professional indemnity limit of 10 million per
claim should be constantly reviewed to ensure that it is
adequate for full recovery of damages;

iii) It should be expressly provided in the relevant statutory
provision that a consumer aggrieved by the wrongful act
or omission of a partner of a LLP shall be entitled to claim
against the LLP and its liabilities shall be met out of its
assets; and

iv) Subsidiary rules or code of practice should be made to

facilitate informed choices of consumers for legal services

provided by a LLP and prevent a LLP from abusing the

mechanism of limited liability.

Code of Practice for Communications

Service Contract (CoP)
The Office of the Telecommunications Authority had revised the

drafted CoP and invited comments of the Council.

The Council welcomed the provision of cooling-off period,
but expressed reservation over any form of waiver by which
consumers might give up their right to cooling-off period,
lest it would open up the possibility of use of improper tactics
in procuring such a waiver. It was submitted that goods or
services could be supplied during the cooling-off period
without compromising its effectiveness. The buyer who chose
to cancel the contract could be required to pay reasonable
compensation for the services supplied before cancellation;
or fo refurn the goods (subject to certain exceptions) and pay
reasonable compensation for the supply of the goods and for
the provision of any services in connection with the supply of

the goods before the cancellation.
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The Council opined that apart from the proposed provision
of reasonable means for the consumers to check the expiry
date of term contract, the operators should also be required to
remind their customers of the impending expiry date within a
reasonable period of time prior fo the expiry.

Attention of OFTA was drawn to the possibility of a consumer
unwittingly entering into the contract for service which had
been supplied on free-trial basis. A typical reason was that the
expiry date simply slipped the mind of the consumer. Therefore
the Council was of the view that the operators should be
obliged to serve reminder to consumers in a reasonable
period of time before expiry of the free trial.

In addition, the Council also gave its views on the proposed
exemption from the requirement of a contract being in writing
for service subsequently subscribed under the same existing
contract for the main service. It was submitted that such
exemption should be given only for service which charge was

below certain level to be prescribed in the CoP.

For the sake of transparency, should a charge be applied in
the event of early termination, the Council opined that apart
from specifying the charge and the actual amount payable by
the customer, the method of calculating the charge should be
stated in the contract.

To avoid the possibility that a consumer subject to terms of
automatic extension or renewal was bound to a series of term
contracts, without actually intending and agreeing to be so
bound and without receiving any commensurate benefit for
being so bound, the Council suggested that:

i. Consumer be provided with benefit commensurate with his
obligation to renew;

ii. The operator be required to send the consumer a clear and
unambiguous reminder notice at a reasonable time before
the renewal term is fo take effect;

ii. A clear and convenient mechanism for cancellation of
contract be provided for;

iv. The early termination charge should represent only the costs
reasonably and properly incurred by the operator from the

early termination during the extension or renewal of contract.

It was also submitted that the rates for relocation should be
made known to the consumer in a clear and conspicuous
manner before he enters into the contract.
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Land Titles Ordinance (LTO)

The Council presented its views on the Land Registrar’s
proposed modifications to the conversion mechanism and the
rectification and indemnity provisions under the LTO enacted
in 2004.

It was submitted that the daylight conversion mechanism
set out in the LTO was preferable to the proposed modified
gradual mechanism. The Council had strong reservation
over the suggestion of commencing title registration for new
land only while further deliberation on how best to seftle the
conversion for existing land was carried out. The suggestion
would simply divide the property market into two tiers, namely
new land and existing land, respectively governed by different

legal regimes.

On the other hand, the Council pledged its support to the
proposal that the Land Registrar be given power to withhold
the conversion to problematic registers until the title problems
have been settled; and the provision of adequate funding
for the conversion process, in particular the establishment of
a reserve for Indemnity Fund to cover possible liabilities that

might arise on conversion.

As regards rectification and indemnity provisions under the
LTO, the Council gave comments on the proposed exceptions
to the “mandatory rectification rule”. The Council supported
the proposal of extending the indemnity provisions for land
converted to the title register under the LTO to cover pre-
conversion fraud. Further, it suggested that such extension
should apply to all land under the LTO so as to avoid any
difference in the level of protection; and the class of person
entitled to claim indemnity in fraud cases should be extended
to a person who had suffered loss of other rights or interests in

land other than ownership as a result of the fraud.

Submission to LegCo Panel on Health
Services- Development of a Territory-
Wide Electronic Health Record Sharing

System (the System)
The Council pledged its support to the development of the

System at the meeting of LegCo Panel on Health Services. It
was opined that the System would enable consumers not only
to choose medical service providers without worrying about
the problem of transfer of medical data, but also to have better

grasp of their own health condition. At a broader level, the
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System would enhance the general quality of medical service
and help society improve the healthcare structure, policy and
monitoring mechanism. Nevertheless, appropriate measures
should be taken to prevent potential risks to data security
and privacy; and to establish a suitable legal framework to
define clearly the scope and extent of sharing, and provide
for the rights of consumers over their own health record and
the obligations of healthcare providers as regards collection,

retention and use of the health record.

Given that enormous costs would be incurred for establishing,
maintaining and renovating the System, the Council expressed
concern over the possibility that such costs would eventually
be shifted to consumers.

Review of Corporate Rescue Procedure
In response fo the recent global financial crisis, the Government

reconsidered the introduction of a corporate rescue procedure
which had been proposed in bills submitted to the LegCo twice
in 2000 and 2001 to implement the recommendations of the
Law Reform Commission. For the purpose of reconsideration,
the Government sought public views.

The Council reiterated its support in principle to the
introduction of corporate rescue procedures. But, the Council
expressed reservation over the proposed exclusion of senior
management from being liable under insolvent trading and
the proposed raising of standard in establishing liability for
fixing liability on the responsible person for insolvent trading.
The proposals might run the risk of weakening the deterrent
effect on irresponsible trade practices, such as soliciting
prepayments from consumers during insolvency. Also, the
proposal, if implemented, might reduce the incentive of
corporation to initiate provisional supervision earlier, rather

than resorting to insolvent trading before liquidation.

It was also submitted that the public notice of appointment of
provisional supervisor should contain adequate information
to consumers about the fact, nature and effect of a provisional
supervision so that they can make informed decision.
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WHY THIS IS IMPORTANT

The Council promotes and supports sustainable consumption
through comparative product testing and dissemination
of information which enables consumers to make
environmentally friendly choices, and also encourages them to
help conservation of natural resources and waste reduction.

WHAT WE HAVE DONE

In comparative product testing, environmental parameters
such as energy efficiency, recyclability of products and
packaging materials, durability and emissions of volatile
organic compounds are often incorporated with a view to
informing consumers about the use of products and their
impacts on health and the environment. We also send
submissions to the Government to support initiatives in

establishing legislations for environmental protection.

Compact Fluorescent Lamps
Energy saving is the selling point of compact fluorescent lamps

(CFLs). The Council conducted a performance test on CFLs
in collaboration with the Electrical and Mechanical Services
Department. Samples of 20 models, with rated input wattage
from 7 to 25watts, were put through a series of tests to assess
them on accuracy of rated wattage, lumen maintenance
and luminous efficacy. On luminous efficacy, which largely
determines the energy saving capability of CFLs, the samples
were found to vary from the lowest 31.9 Im/W to a much higher
68.6 Im/W.

On rated wattage accuracy, the results indicated that most
samples fell short of their claimed values of wattage. One
claimed 11 watts but was measured with only 4.4 watts, a
shortfall of 60%. The Customs and Excise Department has
brought a prosecution against the trader in a follow-up to
the Council’s test findings. The trader pleaded guilty to two
counts of false trade description under the Trade Descriptions
Ordinance in March 2010 and was fined a total of $10,000.

Sustainable
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Improving Air Quality
The Council made several submissions to various Legislative
Council Subcommittees to express our views on proposals of

establishing legislations for improving air quality.

The Council supported the Government's policy objective
of improving the environment and human health through
reducing volatile organic compounds (VOC) emissions in Hong
Kong. The Council was aware of news reports of grave concern
of the industries, especially the vehicle refinishing industry, that
the implementation of the Regulation would impact heavily on
operating costs and that consumers might be limited in their
choice of products available under the Regulation. Therefore
the Government should consider carefully the impact of the

proposed legislation to the public and the industry as well.

Besides reducing VOC, we also welcomed the proposed
banning of import of certain products containing
hydrochlorofluorocarbons (HCFCs), chlorofluorocarbons (CFCs)
and other ozone depleting substances and increasing the

penalties for offences.

We believed that consumer education should be a major focus
of the Administration in promoting the green environment.
With increased consumer education to raise the environmental
awareness of the public on VOC and ozone depleting
substances, Hong Kong will be in a befter position to meet its

obligations towards sustainable consumption.

Green Housekeeping
At the Consumer Council Office, every endeavour has been

made to reduce energy and paper consumption through
minimising copying, reusing paper, electronic transfer of
information, the use of energy efficient and environmentally
friendly office equipment and refraining from the use of
materials which are harmful fo the environment.
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Representing the Consumer
Voice and Networki

HEER' HEAINA

WHY THIS IS IMPORTANT

Everyone is a consumer. Our efforts to promote consumer
interests will become more effective when we work closely
with other partners and stakeholders locally and overseas.

WHAT WE HAVE DONE

Locally, we maintain close liaison with the Government through
the Commerce and Economic Development Bureau (CEDB),
which oversees consumer protection and competition policy
and from the envelop of which 94% of our operating funds are
derived. On 14 September 2009, Mrs. Rita LAU NG Wai Lan, JP,
Secretary for Commerce and Economic Development, visited
the Council and joined the Full Council meeting held on that
day, where Mrs. LAU exchanged views with Council Members
on issues of mutual concern.

Apart from the CEDB, Council’s liaison with over 10 other
bureaux and 30 Government departments are well
established, facilitating our work in addressing specific
consumer issues that fall within their purview. We also
attach great importance to working with community groups,

regulators, professional bodies and trade associations.

Council's Representation on Other Bodies
Representatives of Council serve on a large number of public

advisory committees and boards of regulatory or statutory
bodies. We presented views from the consumer perspective
in the regulation and monitoring of various business sectors,
including financial, legal, food, electrical safety, real estate
agent and telecommunications services as well as the tourist
and insurance industries. By serving on relevant committees,
Council representatives expressed consumer concerns and
sought to enhance consumer protection relating to consumer
health and safety, residential properties, financial and
telecommunications services, regulating travel and estate
agency business as well as environmental protection initiatives.
Our views were formulated with first-hand knowledge of
consumer needs acquired through surveys and direct contacts
with consumers and traders. In the year under review, the
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Council was awarded the World Customs Organisation
Certificate of Merit 2010 by the Hong Kong Customs and
Excise Department in recognition of its continued support to
the Department in its consumer protection enforcement work.
A full list of external committees and statutory bodies with

representation by Council Members or staff is at Appendix 14.

Close Liaison with Counterparts in the
Mainland

Close ligison with the Council's counterparts in the Mainland
(over 3 200 consumers associations in the whole country)
is maintained through exchange of information, referral
of complaints and receiving delegations from consumer
associations and related bodies from different parts of
the Mainland. During the year, 279 Mainland officials and
delegates from consumer bodies visited the Council. Apart
from experience exchange, training on research and testing
and consumer education with special focus on the Consumer

Culture Study Award were arranged.

In December 2009, the Council Chairman and Chief Executive
visited the China Consumer Association (CCA) to sign a
Memorandum of Cooperation. Exchange on cooperation
items was conducted during their meeting with Mr. WONG
Zhing-fu, President of CCA and former Minister of the State
Administration of Industry and Commerce (SAIC). They also took
the opportunity to meet Mr. WONG Dung-feng, Vice Minister of
SAIC, to seek SAIC's support for the Cl World Congress 2011 to
be held in Hong Kong.

Council's representatives actively attended seminars and
activities held in Mainland including Forum held by Wuhan
Consumer Association and Seminar organised by Macau
Consumer Council. In addition, the Chief Executive was invited to
give a congratulatory speech at the 25th Anniversary Ceremony
of CCA held in the Great Hall of the People on 26 December 2009.

In January 2010, a staff training and experience exchange visit
to Shanghai Protection Commission of Consumers’ Rights and
Interests (SPCCRI) was organised. Led by the Chief Executive,
four staff members from different divisions attended a seminar
held by SPCCRI on consumer protection for the World Expo
Shanghai 2010 and met with delegates from various Mainland
consumer bodies. The visit gave staff insight in consumer
protection development in the Mainland and would facilitate
future cooperation with our Mainland counterparts.
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With tourists from the Mainland topping the list of visitors to
Hong Kong, the Council has taken a proactive role in ensuring
shopping satisfaction of Mainland tourists. Since 2004,
Memorandum of Understanding (MOU) for Co-operation
of Consumers' Rights and Interests have been signed with
consumer associations in major cities/provinces in the
Mainland, including Beijing, Guangdong Province, Tianjin,
Shanghai, Shenzhen, Zhejiang Province, Fujian Province,
Shantung Province, Chengdu, Macau, the Pan-Pearl River Delta
Region, Hang Yang City, etc. The MOUs facilitate information
exchanges and assistance in resolving consumer disputes

among the regions.

Council's network in the Mainland has facilitated the
dissemination of consumer information to the Mainland
through the internet. Council’'s Shopsmart Website, which
provides consumer information to Mainland visitors and
is hyperlinked to 23 Mainland organisations, recorded a
cumulative hit rate of over 66 million as atf the end of 2009-10
since its debut in 2007.

Collaboration at Regional and

International Level
The Council also keeps abreast of the global development

of consumer movement by taking part in international fora
on various consumer issues. If is an active member of the
International Consumer Research & Testing (ICRT), the Council
contributes ideas for joint tests that benefited all members
sharing the test results and gains the benefit of lowering the
test cost by sharing with other ICRT members. In 2009-10,
international events attended by Council's representatives
included “The Next Wave of ASEAN Consumer Protection in
Telecommunications Conference” held in Thailand, ICRT Main
Meeting 2009 and ICRT Training Workshop on Evaluation of
Test Results. Exchanges with overseas experts and consumer
activists on these occasions enhanced the Council's foresight
in overcoming emerging challenges in the ever-changing
consumer market.

The Council is elected executive and council member of
the Consumers International (Cl), a federation of consumer
organisations comprising over 220 members from 115
countries. Consumers International has two main goals:
to support and strengthen member organisations and the

consumer movement in general and to represent consumer
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interests at global and regional levels, e.g. at the Codex
Alimentarius Commission on food standards, Organisation for

Economic Co-operation and Development (OECD), etc.

The Council takes an active and supportive role in Cl. In the
year under review, the Council's Chief Executive, Ms. Connie
LAU, had been invited by Cl to speak at the ClI Asia Pacific
Regional Meeting in Kuala Lumpur on “Access to Knowledge”
and Council’s various price surveillance projects. Other
meetings attended by her included the Cl Execuitve meetings,
Council meeting, Annual General meeting and meetings on
Capacity Building and Climate Change. Opportunities were
taken during these meetings to discuss the preparatory work
for the CI World Congress 2011. Upon Cl President’s invitation,
Ms. LAU joined CI's 50th Anniversary Preparation Committee.

The Chief Executive was invited by the World Economic Forum
to be the speaker at the panel of “Protecting Consumers in
Global Economy” in Dalian on 12 September 2009.

Upon request by the United Nation Conference on Trade and
Development (UNCTAD) under its Capacity Building Programme,
the Council received delegations respectively from Bhutan,
Botswana, and South Africa in 2009. The delegates comprised
policymakers involved in the institutional set-up for the
enforcement of their national consumer protection laws. During
their visits to the Council, the delegates were introduced with
the Council's structure, functions, operations and its experiences
in promoting consumer protection in Hong Kong. During her
visit to Geneva in June 2009, the Chief Executive gave UNCTAD
a more in-depth understanding of Council's work by delivering
a lecture to its senior staff on consumer protection in Hong
Kong. In January 2010, af the invitation of UNCTAD, the Council
agreed to accept the invitation to formulate an agreement for
closer collaboration under the Capacity Building Programme
that would allow planning of activities on a yearly basis,
including joint training sessions and ad hoc exchanges of
experts. In March 2010, the Chief Executive visited Bhutan upon
the invitation by UNCTAD and the Department of Trade, Ministry
of Economic Affairs of Royal Government of Bhutan, as the
keynote speaker on the topic of “A Regime without Enforcement
Powers: The Case of Hong Kong, People’s Republic of China”
at a Workshop on Consumer Protection Awareness for Bhutan
Parliamentary Members and government officials.
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AppendiX . §I%5E 2000 - 2010

Membershi p O of the Consumer Council
HEREZEYES

Chairperson &
Prof. The Hon. Anthony CHEUNG Bing-leung, GBS, JP SRIAR#IT » €XHEE » KP4t

Vice-Chairperson &l &
Mr. Ambrose HO, SC, JP Az &R AERAD » KA+

Members £5
Mr. William CHAN Che-kwong BR& 564

Mr. Chapman CHAN Chor-man (from 1.1.10) BRZE 2454 (F 1.1.10)

The Hon. Paul CHAN Mo-po, MH, JP (up fo 31.12.09) BRI =S » L8 EE - AFA+ (£ 31.12.09)
Mr. Thomas CHENG E3%2884E4E

Dr. Polly CHEUNG Suk-yee sRUEEE4E

Mr. Raymond CHOY Wai-shek, MH, JP S& G54 » 288 » KFE#HL
Dr. David CHUNG Wai-keung (from 1.1.10) $&/Z52 8+ (f 1.1.10)

Prof. Ron HUI Shu-yuen =FisiiR %

Mr. Ernest IP Koon-wing (up to 31.12.09) EE 452560 (2 31.12.09)

Mr. Bankee KWAN Pak-hoo BB =54

Mr. Joe LAl Wing-ho &85 54

Rev. Billy LAU Kam-sing (up to 31.10.09) <544 em (&= 31.10.09)

Mr. Wilfred LEE Yuen-kwong (from 1.1.10) Z=Jtil%e4 (B 1.1.10)

Mr. Philip LEUNG Kwong-hon 2J¢E %4

Mr. Michael LI Hon-shing, BBS, JP Z=j&i /e @ SREFIE2E - KP4
Mr. Brian LI Man-bun (up to 31.12.09) ZEEIR 44 (F31.1 2.09)

The Hon. Fred LI Wah-ming, SBS, JP ZR2ERFES » SREHI2E - KFM T
Ms. Amanda LIU Lai-yun BEER{2ED

Mr. Allen MA Kam-sing (up to 31.12.09) B$2 2454 (F 31.12.09)

Ms. Anita MA Wing-tseung (up to 31.12.09) E3KEARERD (£ 31.12.09)
Mr. Stanley SZETO Chi-yan (from 1.1.10) B4/ 44 (R 1.1.10)

Ms. WONG Ka-chi (from 1.11.09) E5R%Z 4+ (B 1.11.09)

Mr. Alvin WONG Tak-wai (from 1.1.10) &=&E4%4 (B 1.1.10)

Prof. WONG Yung-hou FE&E ##%

Ms. Irene YAU Oi-yuen EfEZiRR &

Mrs. Lily YEW KUIN King-suk (up to 31.12.09) #kZ=HERREET (Z 31.12.09)
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Consumer Council
Former Chcurpersons and Vice-Chairpersons
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04/1974 - 03/1975
tOFOAEtRF=H

04/1975 - 03/1980
thFOAENTF=H
04/1980 - 10/1984
NEFOAZEN\NF+H

10/1984 - 10/1988
NEFE+RENNETA

10/1988 - 10/1991
MNNFTREA—F1A

10/1991-10/1997
N—F+AENTLETA

10/1997 - 07/1999
NEFTREANEFLR

09/1999 - 09/2005
NNEABEZTRFNA

09/2005 - 06/2007
ShFNAEFRLEHFAH

04/1987 - 03/1989
NEENBENNF=R

04/1989 - 10/1991
NNFRREA—F1A

10/1991-10/1993
N—FtREN=F1A
10/1993 - 10/1997
N=F+AENTLETRA

10/1997-10/2001
NEFETRAEF—F1A

10/2001- 10/2007
S—HFtTAEFTLETR

Sir KAN Yuet-keung, CBE, JP
fEitsREt » CBE » AF#L

Dr. LO Kwee-seong, OBE, CBE, JP
FEEREE LT OBE » CBE » K4 L

Mr. Gallant HO Yiu-tai, JP
{TRRREA » KMt

Mrs. Selina CHOW LIANG Shuk-yee, GBS, JP
ARRELL  EKAEE » KTHL

Mr. Martin LEE Chu-ming, SC, JP
ISR ERAER - AL

Prof. Edward CHEN Kwan-yiu, GBS, JP
BRIIERR  @EFEE  KFEt

The Hon. Anna WU Hung-yuk, SBS, JP
HRALERS » BEFAEE - K@Mt
Prof. Andrew CHAN Chi-fai, SBS, JP

PRASIBHIR - BEFEE - KFEt

Prof. The Hon. K. C. CHAN, SBS, JP
BREERHIR - REFEE - KL

Mr. TANG Kwai-nang, JP
SREERRSEA - TR

Prof. Edward CHEN Kwan-yiu, GBS,JP
BPRIERR  @EFEE  KFEt

Mr. Justein WONG Chun, JP
FizoeAe - KFE+

The Hon. Anna WU Hung-yuk, SBS, JP
HRALERS » BEAEE - KFaL

Dr. John HO Dit-sang
fAIRREB L

Mr. Larry KWOK Lam-kwong, BBS, JP
SO ERRED » SAEFIESE - AT4L



Appendix 3 < figg=

Membership of Committees,
Working Groups and Advisory Groups
AN EE =

Staff & Finance Committee ABEREIFE/E

Prof. The Hon. Anthony CHEUNG Bing-leung, GBS, JP SRR #1% » @RFIE2E » K ¥+
Mr. Ambrose HO, SC, JP fAliaEk & R AR - AF#+

Mr. Raymond CHOY Wai-shek, MH, JP (&G4 » £28FE  KF4#+
Mr. Ernest IP Koon-wing (up to 31.12.09) 5842516 (£ 31.12.09)

Mr. Bankee KWAN Pak-hoo (from 15.1.10) BIE S2564 (F 15.1.10)

Mr. Philip LEUNG Kwong-hon Z23¢5# 454

Mr. Brian LI Man-bun (up to 31.12.09) ZEi# 54 (£ 31.12.09)

Mr. Alvin WONG Tak-wai (from 14.1.10) E/&BE54 (F14.1.10)

Audit Committee FiZ/\H

Mr. Michael LI Hon-shing, BBS, JP (from 25.1.10) 223 5e4 @ SREFAIE2E - K F4R+ (B 25.1.10)
Mr. Allen MA Kam-sing (up to 31.12.09) $2 244 (£ 31.12.09)

Dr. Polly CHEUNG Suk-yee 3RHUEEEE
Mr. Wilfred LEE Yuen-kwong (from 25.1.10) Z=5tfl%e4 (B 25.1.10)
Mr. Michael LI Hon-shing, BBS, JP (up fo 24.1.10) Z&3 /e 4 @ SREFIEE - K4 (Z 24.1.10)
Ms. Marina WONG Yu-pok, JP =2 BE2EHER » A4 L
Competition Policy Committee 57 F BRI/ ViH

Mr. Thomas CHENG B35 54

Mr. Raymond CHOY Wai-shek, MH, JP (from 25.1.10) /&R 54 » L2 EE=E - K41 (B 25.1.10)
Mr. Brian LI Man-bun (up to 31.12.09) Z2E#5E4E (F 31.12.09)
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Mr. Raymond CHOY Wai-shek, MH, JP (from 11.1.10 up to 24.1.10) E4& A 54 » 428 FhE » K4+ (R 11.1.10 = 24.1.10)
Mr. Ambrose HO, SC, JP AR & R AR » A AL

Mr. Joe LAl Wing-ho ZR&8%& 564

Mr. Michael LI Hon-shing, BBS, JP Z5&I 54 » SALFZE » K4 T

Mr. Allen MA Kam-sing (up to 31.12.09) 48 £ %4 (F 31.12.09)

Mr. Stanley SZETO Chi-yan (from 6.1.10) #7144 (H 6.1.10)

Dr. LAW Cheung-kwok (from 16.11.09) Z& S+ (7 16.11.09)

Legal Protection Committee ;E{#{RESFHE/E

Mr. Ambrose HO, SC, JP {Aliiak & R AERD » AF4R L

Mr. Thomas CHENG (from 25.1.10) &fg2g& 54 (F 25.1.10)
Ms. Anita MA Wing-tseung (up to 31.12.09) EzkEEAREE (B 31.12.09)

Mr. William CHAN Che-kwong BREFZ4E

Mr. Thomas CHENG (up to 24.1.10) ERiEEREAE (F 24.1.10)

Ms. Amanda LIU Lai-yun (from 14.1.10) BEEE#2AD (A3 14.1.10)

Mr. Alvin WONG Tak-wai (from 14.1.10) &=72&5e4 (R 14.1.10)

Mrs. Lily YEW KUIN King-suk (up to 31.12.09) BkZEHURRERD (2 31.12.09)

Ms. Constance CHOY Hok Man (from 16.3.10) 2282858 426M () 16.3.10)
Mr. Edmond LAM King Fung (from 16.3.10) # &) 224240 (F 16.3.10)

Ms. Priscilla WONG Pui-sze, JP (up to 31.3.10) EjmaFAR4EE - AF4+ (2 31.3.10)
Ms. Wendy YUNG Wen-yee (up to 31.3.10) REEEEAT (£ 31.3.10)

Publicity & Community Relations Committee E{ERitE R %/ H
Mr. Ambrose HO, SC, JP {AliiaR ER AR » AF L

Prof. Ron HUI Shu-yuen #FisfiR#4%
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Mr. Raymond CHOY Wai-shek, MH, JP 2& R 54 » 288 » KF4L
Dr. David CHUNG Wai-keung (from 15.1.10) $&/&3& 18+ (1 15.1.70)

Rev. Billy LAU Kam-sing (up to 31.10.09) 2544 em (&= 31.10.09)

Mr. Wilfred LEE Yuen-kwong (from 14.1.10) Z=Jtil%c4 (B 14.1.10)

Mr. Philip LEUNG Kwong-hon Z22¢&E 44

Ms. Amanda LIU Lai-yun BEER{2ED

Mr. Allen MA Kam-sing (up to 31.12.09) B2 254 (£ 31.12.09)

Ms. Irene YAU Oi-yuen EfEZiRR &

Ms. Clara SHEK A&=EL+
Dr. Max WONG Wai-lun EEEE+

Research & Testing Committee 38 K 5 B& Vi

Prof. WONG Yung-hou EB&E #i%
Mr. Philip LEUNG Kwong-hon 22 ¢#E 44

Dr. Polly CHEUNG Suk-yee RfUEEE4E

Mr. Raymond CHOY Wai-shek, MH, JP ZE R4 - LEB)E - K F4T
Mr. Ambrose HO, SC, JP Az &R AERAD » A AL

Prof. Ron HUI Shu-yuen =R £

Mr. Joe LAl Wing-ho 284535584

The Hon. Fred LI Wah-ming, SBS, JP Z=ZERAES » SREHIEE - KFM L
Ms. WONG Ka-chi (from 16.11.09) ERZ 4+ ( 16.11.09 )

Dr. Matthew NG, JP REXRE4A » KF4+
Dr. Michael TSUI Fuk-sun #1222 B84

Trade Practices Committee BE F;LAZC/vE

Mr. William CHAN Che-kwong (from 25.1.10) BRESE4E (B 25.1.10)
Mrs. Lily YEW KUIN King-suk (up to 31.12.09) BkZEHUHARERD (F 31.12.09)
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Dr. Polly CHEUNG Suk-yee (from 16.3.10) &5l 54 (B 16.3.10)
Mr. William CHAN Che-kwong (up to 24.1.10) BS54 (B 24.1.10)

Mr. Chapman CHAN Chor-man (from 15.1.10) B2 454 (F 15.1.10)
Dr. Polly CHEUNG Suk-yee (up 10 15.3.10) sRHUEEEAE (= 15.3.10)

Mr. Bankee KWAN Pak-hoo BB S 44

Mr. Joe LAl Wing-ho 284855484

Mr. Wilfred LEE Yuen-kwong (from 14.1.10 ) Z=5tlI5e4E (F 14.1.10)

Mr. Michael LI Hon-shing, BBS, JP Z=j&I /e @ SREFIEE - KP4 L
Mr. Brian LI Man-bun (up to 31.12.09) ZEi#%c4 (B 31.12.09)

The Hon. Fred LI Wah-ming, SBS, JP Z#RAES » (REFIEE - KFEM LT
Ms. Anita MA Wing-tseung (up to 31.12.09) EkEARERD (£ 31.12.09)
Mr. Stanley SZETO Chi-yan (from 6.1.10) El#E 454 (R 6.1.10)

Mr. Andrew FUNG Wai-kwong JS 1B 54
Prof. Japhet Sebastian LAW (up to 31.3.10) 23285335 (£ 31.3.10)
Ms. Bonnie NG Hoi Lam (from 16.3.10) =&l %z+ () 16.3.10)

Consumer Complaints Review Committee HBEIRFEE

At least five Council Members drawn by roster R4 T & B TIET

Advisory Group on Investment Strategy %X &R0/ \iH

Mr. Bankee KWAN Pak-hoo (from 25.1.10) BE =54 (5 25.1.10)
Mr. Brian LI Man-bun (up to 31.12.09) ZEi# %4 (F 31.12.09)

Mr. Alvin WONG Tak-wai (from 25.1.10) E1&&E %4 (7 25.1.10)
Mr. Ernest IP Koon-wing (up to 31.12.09) E@4 2 HAf (£ 31.12.09)

Mr. Bankee KWAN Pak-hoo (up to 24.1.10) BEEZ=5E4E (F 24.1.10)

Mr. Alvin WONG Tak-wai (from 14.1.10 up to 24.1.10) E=#&E5E4E (B 14.1.10 F 24.1.10)
Ms. Cecilia WOO Lee-wah EBFTZEAT *

Dr. YU Wing-tong Rk i+

* Member of the Management Committee of Consumer Legal Action Fund SEE&FRAES
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IT Expert Advisory Group &l i 5 xRiEH/\E
Mr. Philip LEUNG Kwong-hon 2 5& %4

Dr. David CHUNG Wai-keung (from 15.1.10) &£+ (B 15.1.10)

Mr. John CHIU Chi-yeung #8554
Mkr. Francis FONG Po-kiu SR B4
Mr. Charles Peter MOK BLTy 504

Task Force on Cl World Congress 2011 (from 16.11.09)
2011 FEFEM2BRERT(E)E (B 16.11.09)

Prof. The Hon. Anthony CHEUNG Bing-leung, GBS, JP skfAR#1% » @KXFIEE » A F#+

Mr. Ambrose HO, SC, JP fAER &R ALERD - A4+

Mr. Philip LEUNG Kwong-hon (from 23.11.09) X% %4 (B 23.11.09)

Mr. Michael LI Hon-shing, BBS, JP (from 25.1.10) 23 /c4 @ SREFEE » KF4#L (H 25.1.10)
Mr. Allen MA Kam-sing (from 16.11.09 up fo 31.12.09 ) #2244 (| 16.11.09 & 31.12.09)

Ms. Connie LAU Yin-hing 2352z

Working Group on Consumer Council Resource Centre Building Management

HEEERPODYMEEET (E/E
Mr. CHAN Ka-kui, BBS, JP (Co-opted Member) REBAEAE @ IHEFAIEE » KFAT (BEES)
Mr. Daniel C. LAM, BBS, JP (Co-opted Member) B854 » SRFAIZ2E » KFHL OERES)

Ms. Connie LAU Yin-hing (from 25.1.10) 23k ZzE (B 25.1.10)
Ms. Wendy LAM Yuen-mui thigiig 2z +

Ms. Vennie LAl Man-yee 2281424+

Mr. WONG Koon-shing @54
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Working Group on Consumer Issues relating to Residential Property

FEMREEERELENME

Mr. Ambrose HO, SC, JP il s & R AEA » AF#4 L

Mr. William CHAN Che-kwong (from 25.1.10) BS54 (B 25.1.10)
Mvr. Brian LI Man-bun (up to 31.12.09) ZEi# %4 (F 31.12.09)

Mr. William CHAN Che-kwong (up to 24.1.10) BRE NS4 (F 24.1.10)
Mr. Chapman CHAN Chor-man (from 15.1.10) BREESZSE4E (B 15.1.10)
Mr. Thomas CHENG EffEEz 54

Mr. Raymond CHOY Wai-shek, MH, JP 2R %4 - LE8)E » KF4L
Mr. Joe LAl Wing-ho ZR&83&E 584

The Hon. Fred LI Wah-ming, SBS, JP Z=#ERFRE @ REFIE2E - AF#H+
Ms. Amanda LIU Lai-yun BEB A2 60

Ms. Anita MA Wing-tseung (up to 31.12.09) SE3kEAER (F 31.12.09)

Mrs. Lily YEW KUIN King-suk (up to 31.12.09) BkZ4RA2ER (£ 31.12.09)

Mr. Larry KWOK Lam-kwong, BBS, JP SBIERREN @ SREFESE - AF4L
Mr. Daniel C. LAM, BBS, JP &4 @ tHEFIZEE - NFEMT

Task Group on Council's Follow-up on the Audit Commission Report
(up to 25.1.10) FEEIREEFHEHESE A (£ 25.1.10)

Prof. The Hon. Anthony CHEUNG Bing-leung, GBS, JP SRR #% » ©XFIEE » P4+
Mr. Ambrose HO, SC, JP fAIViEk &R AERD » KA+

Mr. Ernest IP Koon-wing (up to 31.12.09) E @242 HHb (£ 31.12.09)
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Consumer Council and Office
=k == NS

Chairman
Prof. The Hon Anthony CHEUNG Bing-leung, GBS, JP
xE

RMRHBE  SEHES - XKFEL
|

Vice - Chairman
Mr. Ambrose HO, SC, JP
BIERE
{AMFRE RALERRD - KAt

Consumer Council and Committees
HEERAERE/IMEZRES

Senior Legal Counsel *
Mr. Simon CHUI, Ms. Eva SZE
__| Legal Affairs Division |__ EEREREEEE
RESEHE BIRSAE ~ IR E
Head, Administration & External
Administration & External Affairs D|y|5|on
— Affairs Division — "EIS\IA}; ;{%’E%AI' "
Chief Executive TR BB g S tatrt
Ms. Connie LAU el
RRE
BRI 2+ Principal Research &
Research & Trade Practices Officer
= Trade Practices Division == Ms. Rosa WONG
AR BEF AR MERBEFLEHPEEER
il
Principal Complaints &Advice Offi
Complaints & Advice h OAT\E %ISHSG LA e
Division BRI EREE
R R EEFAED a4
Centralised Telephone Hotline Cenfre &
8 Consumer Advice Centres
g O R\ EE ERERL
Principal Public Affairs Officer
Public Affairs Division | Mr. Kenneth SO
) ) DAHEHED AHEBDEFEEE
Deputy Chief Executive . e
Ms. Wendy LAM FEERE
Blams
SR Consumer Education Head, Consumer Education Division|
Division - Mr. WONG Koon-shing
S 5 HEBEREPEEE
HEBEHED et -‘

Consumer Council Resource Centre |

HEEZESERPL

Renumeration for top three fiers of staff in the Consumer Council JHZ & & = ki 5 FEM

Chief Executive - Directorate Pay Scale Point D3 #8828 - & R4S k<20 D3

Deputy Chief Executive - Directorate Pay Scale Point D1 EI4854% - B RARSF HKH 25 D
Principal Officer / Senior Legal Counsel - Master Pay Scale Point 45 - 49 E[E (T - #EARKFTE 45 - 49

* Senior Legal Counsel JEE SRR E H EAE

Ms. Eva SZE (up t0 25.9.09) MeiZ30Zrt (= 25.9.09)

Mr. Simon CHUI was appointed Head of Legal Affairs Division as from 20 January 2010. #IRSEAN - F—FF—H T AEETAAESHIPEE

09-2010 = EEHEEREEF
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Hong Kong Consumer Council Annual Report 2009-2010 = FHEBEERSESEH
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Appendix 6 o BffE%s<

Consultation Papers Responded to by the
Council (2009-2010)

){U\ Ea nlaj X'fl_‘

Legislative Council Panel on Education — Prices of School Textbooks and Development of E-Learning Resources (Twice)
VESHBEEBERES — AR EERLAETEEERNBREXINERE (MX) (11.5.09 &8.2.10)

Travel Industry Compensation Fund Management Board - Submission on Travel Industry Compensation Fund Proposals
to Enhance Traveller Protection and Facilitate Trade Development
IRBEXBEESEERE S — ol (REXBEESINBRERTEEERBXZRRNEZR) BRXNEREZE (15.5.09)

Legislative Council Panel on Administration of Justice and Legal Services — Limited Liability Partnership for Legal Practice

EGRENEFREEERES — B NERRENEREZRETEREE ) EXMERE (21.5.09)

Legislative Council Panel on Financial Affairs — Impact of Banks’ Branch Closure and Fee-Charging on the Public
IEGUREBEES — 3 " RITERMTRBREBEHATRNEE ) IEXNERE (1.6.09)

Legislative Council Panel on Food Safety and Environmental Hygiene — Implementation of the Nutrition Labelling Scheme
EERVLENBREHLEEHEES — 3 THITEEERNRENE ) EXMERESE (19.6.09)

Hong Kong Deposit Protection Board — Consul'fotion on the Review of the Deposit Protection Scheme

EREARERZES —IE RSN ERETEHEAXHARRNERE (30.6.09)

Legislative Council Subcommittee — Air Pollution Control (Volatile Organic Compounds) (Amendment) Regulation 2009

MRS (2009F Z=RSREHT(EREBREEMUERDREL) NMIZEE — BAEREBIRXNEREE (30.6.09)

Legislative Council Panel on Economic Development — Operation of the Travel Industry Council of Hong Kong
IEERERREEEES — 3 " BBIRBEXRZGNEF, BRXNERE (16.7.09)

Legislative Council Bills Committee — Legal Practitioners (Amendment) Bill 2009

WEEEREZES — B (Q009FEERFE(BIDRAIER) BRNVTRZE (31.8.09)

Commerce and Economic Development Bureau — Proposed Amendments to the Toys and Children’s Products Safety
Ordinance
mBLk&EERR — 3 (MMEARREERZ2EL) BTEZERIMNERE (9.9.09)

Legislative Council Subcommittee — Ozone Layer Protection (Products Containing Scheduled Substances) (Import Banning)
(Amendment) Regulation 2009

58 (2Q009FREREE BXEHMEER) EILED) (BF]) A1) NMIZEES — BEBREIIRINERE
(6.10.09)

Hong Kong Deposit Protection Board — Consultation on the Second Phase of the Review of the Deposit Protection Scheme

EREARERZES — BB _BERINERFEEBIFBRAXARERIPERE (8.10.09)

Land Registrar — Caution against Conversion
THEEE — B TR ESRE ) BRMERRESE (23.10.09)

H K C C A R 09 10 = EEEEEZESFH
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Legislative Council Subcommittee — Ozone Layer Protection (Products Containing Scheduled Substances) (Import Banning)
(Amendment) Regulation 2009 on the Criteria for Assessing Market Readiness

IEE (2Q009FREREE AXEFWEER EILED) (BE]) 861 NMEEEE — HTHEmSERA BRIERN
=RE (27.10.09)

Council for Sustainable Development — Building Design to Foster a Quality and Sustainable Built Environment
AFEREEZESE — ol (BLEERS MEARERERER) SANHRINERE (2.11.09)

Constitutional and Mainland Affairs Bureau — Public Consultation on Review of Personal Data (Privacy) Ordinance
EHIRAERER — sigst (EAERGRBGRED) ARFEAIRZINERE (30.11.09)

Hong Kong Monetary Authority — Sharing of Positive Mortgage Data
ERTHEER — 3 (PELEERRER) BRNVEREE (1.12.09)

Legislative Council Subcommittee — Energy Efficiency (Labelling of Products) Ordinance (Amendment of Schedules) Order
2009 on Washing Machines and Dehumidifiers
IOESE (2009FseRB (EREBERAIUETHR)S) NEEEE — SUANBIMBRBRIERMERE (1.12.09)

Legislative Council Subcommittee — Energy Efficiency (Labelling of Products) Ordinance (Amendment of Schedules) Order
2009 on Rated Washing Capacity of Household Washing Machines

AR (2009F R R (ERREVERABTHR)S) NMIZES — IEAAKRKBEELAKREERINERSE
(4.12.09)

Securities and Futures Commission — Consultation on Proposals to Enhance Protection for the Investing Public
BEMPEEBREREEE — 3l (ERINBRREBRENER) ZANXHRINERE (31.12.09)

Medical Device Control Office — Guidance Notes for Applicants of the Certificate for Clinical Trial on Medical Device
BEEREREHINAT — 3l (HFEEREREAARESER) EXNWERE (30.1.10)

Legislative Council Panel on Environmental Affairs — A New Producer Responsibility Scheme for Waste Electrical and
Electronic Equipments
IEERIBEBEES — Bl (BERNETFEMNHLEEESEAE) EXMERE (22.2.10)
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Consumer Advice Centres

5%% I;l\llil_,III@ E:/D\

Hotline Centre HE&HIREFEALR: 2929 2222

Fax BESEME : 2590 6271 Website #8135 : htto://www.consumer.org.hk E-mail EBERHNUE : cc@consumer.org.nk

Hong Kong &EE
a. North Point Consumer Advice Centre
Room 1410, 14/F, Kodak House |l
39 Healthy Streef East
North Point
bAEFERAH O
b A fERRRATIOSRATERE —HA14481410%

b. Cenfral & Western Consumer Advice Centre *
G/F, Harbour Building
38 Pier Road
Central
AP @A *
FRIRA— TR BRE 3SR B BN RIE T

Kowloon /LEEE

a. Shamshuipo Consumer Advice Centre
G/F, Cheung Sha Wan Government Offices
303 Cheung Sha Wan Road
R EEA T
REEIOFRVEBNEEMT

b. Tsimshatsui Consumer Advice Centre
G/F, Consumer Council Resource Centre
3 Ashley Road
Tsimshatsui
SOLEEEFA TN
RHIHT T [EE3E
HEEZREGERFOMT

¢. Wong Tai Sin Consumer Advice Centre
Unit 201, 2/F, Lung Cheung Office Block
138 Lung Cheung Road
Wong Tai Sin
BEARAUREAH D
BAAEEMNE 13858 BEEMMARB2E201E

130

New Territories H1 R E

a. Shatin Consumer Advice Centre

Room 442, 4/F, Shatin Government Offices
1Sheung Wo Che Road

Shatin

4 EEEF A

WH EREZRISE VHBNEE4BL442E

. Tsuen Wan Consumer Advice Centre

Room 105, 1/F, Princess Alexandra Community Centre
60 Tai Ho Road

Tsuen Wan

ZETERA O

ZE OB M B AR B OB 105=

Yuen Long Consumer Advice Centre

G/F, Yuen Long District Office Building

269 Castle Peak Road

Yuen Long

TCEAREF RO

TCRAB LE26 9 TR E R BE AR T

* Closed with effect from 1 May 2010.
ERF-FFLA—HERBA -

09-2010 = FEHEEREEER



Appendix 8 « PBfigg/A

Traders Named by Consumer Council

2009-2010
A2HA2009 - 20104

1. Wilson Digital Technology
Room 501A, Summit Insurance Building,
789 Nathan Road, Kowloon
BB R AT
NEERSCE T899,
TRIERERARES#E50TA

2. Hong Kong Digital Terrestrial Television *
Room 1, 5/F, Summit Insurance Building,
789 Nathan Road, Kowloon
EREIFHEER *

NEERMBUE T899,
RIBRIRAESEIE

3. Hong Kong High Definition Technology Company
Shop 57, 3/F, Metro Sham Shiu,
226-242 Cheung Sha Wan Street, Kowloon
BEEEBRHAT
NEEG/KS RIDEE226- 24257 R 2 #B3IEE T4

4. Hong Kong Interactive Digital Engineering Company
Shop 221, 1/F, Metro Sham Shiu,
226-242 Cheung Sha Wan Street, Kowloon
BB ITIEAT
NBERKS RIDEE226-24 25 R 2 &0 1182214

5. True Tech (HK) Enterprise Co. Ltd.
Room 1005, 10/F Block B, Hi-tech Industrial Centre,
491-501 Castle Peak Road, Tsuen Wan, N.T.
EREBLFEERAT
MAREEFEILE491-5015%
EHTEHLBEET0E1005Z

6. Vantage 09 Ltd.
Room 1005, 10/F Block B, Hi-tech Industrial Centre,
491-501 Castle Peak Road, Tsuen Wan, N.T.
BIE0IBRAT
MREESILE491-5015%
ENTZEARCOBET1021005F

AR AN RIS

7. Hong Kong High Definition Digital Television Ltd.
Flat 01, 6/F Manchester Tower,
46-48 Pak Tin Par Street, Tsuen Wan, N.T.
BRRBEIEERERAT
FREEOHEHE46-4858
BRAEEIE

8. Hong Kong High Definition Television Ltd.
Flat 12, 12/F Laurels Industrial Centre,
32 Tai Yau Street, San Po Kong, Kowloon
EEREBHEERAR
NBERT B R BE325%
ROTEFLI2BI12F

9. Three Leaf Group Limited
Workshop E2 ON, 14/F Superluck Industrial Centre
(Phase 2), No. 57 Sha Tsui Road, Tsuen Wan, N.T.
=EEEBRAA
WREE)DIRES TR
FETHERNE2H14BE2E

* Ceased business at the time of naming MR 2542 B B 452

These nine companies were involved in dishonest sale
practices when conducting door-to-door sale of HDTV set-
top box. Their salesman falsely represented themselves
as agents appointed by some authorities to undertake
HDTV reception installations and fabricated incorrect
information to mislead buyers. A total of 436 consumer
complaints against these companies were received in
2008 - 2009, involving over one million dollars.
FAAR2EE RUARNBEF = LPIEHEEEEEKE
2 MMNEEASRBRELRBIERTIRERES
BREFEWENE  UEBERNREBEEEEARER - £
2008 - 2009F HEEA36REIHZNBE AR MR » &
FAIEEB—AE8 -

09 10 = FEHEEREEER
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Product Testing Reports
B R S

SOFTWARE 1B 222311 Rk i
+ Digital Camcorders EhE iR *

+ Digital Cameras (2 updates, total 91 models)
EEAEH (BAR2% » HO1ERLSR) *

1. ELECTRICAL & ELECTRONIC GOODS 3. FOOD & HEALTH FOOD PRODUCTS

EAKRETFEM RYRERRR

+ Air Conditioners )& &t + Bottled Waters #f2E7K

# All-in-One Printers 2 ThAZFTENHE + Chinese Cold Dishes FHZ0/ 52

+ Bluetooth Headsets for Mobile Phones 85 E-## ¢ Peanuts Products TEA R

« Blu-ray Players Blu-ray #EHi * Prepackaged Beverages Fa55 828k

* Breadmakers #E61 1% * Savoury Snack REBR/NE **

& Compact Fluorescent Lamps 18 iE

+ Dehumidifiers f;Z 1 4. PERSONAL PRODUCTS EIA FHm

¢ Eco-design of Mobile Phone Handsets * Anti-wrinkle Eye Creams FREKAR7E *
MEVEFHF IR ¢ Condoms Z%2 &

* Electric Thermal Pots B &K ¢ Face Creams TE#& *

* Espresso Coffee Makers 452N HE# * Facial Masks & **

 Exhaust Fans %5  Foot Masks fiit 7 2 &

& Hair Dryers &BJE.fE * Foundation ¥ *

¢ Headphones Ef& * Toilet Rolls EI4E

+ Home Theatre Systems ZREEEfRAEE + Toilet Rolls - 1042 Promotions EI#% 1042 (E=

* Men's Electric Shavers E54) 5. HOUSEHOLD PRODUCTS = [E R

* Microwave Ovens R /& + Household Bleach RFZHK

+ Mobile Phone Handsets (3 updates, total 61 models) * Mattresses K15
MENEETFH (HAR3 X - H61{ERSH) *

* MP3 Loudspeakers MP315%2 53 6. CAR & CYCLING PRODUCTS

+ MP3 Players, Portable Media Players and Musical SEREBEEESR
Mobile Phone Handsets (2 updates, total 37 models) # Children's Car Seats52 &5 B L2
MP3/PMP #/Z 84 H (2R » HL37{EELSE) *  Crash Test of Cars Y5 BB 585,

¢ Vacuum Cleaners I EB1% ¢ Foldable Bikes &8 #E

2. PHOTOGRAPHIC EQUIPMENT &

7. OTHERS Eftt
+ Cigaretftes &/E&

* Running Shoes 38t

+ Digital Photo Frames Z{i&HH22
+ Digital Single Lens Reflex Cameras S5 2 514 *

* Published in Choice magazine and on Shopsmart
website FIEN CGEE) ATIK "HEEEEBE ) Mk

+ Infernet Security and Antivirus Software ** Published on Shopsmart website only LFIELF " 4505

W ERLEBHEEH SHEE B i
* Zoom Lenses & 4£E4258 *
H Kong € C A R 09 - 2010
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Product StudgCReports

Emitsis

FOOD & NUTRITION EmMMREE
# Chinese Cold Dishes FAT %5

* Chinese New Year Treats and Presents
EERmAEH

¢ Chocolates &R /7 **

+ Cooking Qils £

 Dried Antlers EEE **

 Dried Scallops Z¥24E **

¢ Infant Formula Labelling 22 291124 **

HEALTH & BEAUTY RfEX%H
+ Collagen Health Supplements BRE A f#A R &

* Computer Usage and Eye Health
15 FA SRS B AR RS 2 BR AV AR
+ Hormone Replacement Therapy i S @78 EE

* Human Papillomavirus Vaccine ¥ = S@JE B8R H

* Medicines for Impotence Ja Bz EZEY)

* Medicine Labelling Z2¥)1Z%

* Medicine Patches ZZ8f

* Rheumatic Arthritis and Biologic Therapy
HRRMBAS R KA RB A

 Skin Care Products SEfEZE

* Surgical Masks O£

* Toothbrushes, Dental Floss and Mouthwashes
TR~ g EoRA K

+ Tooth Whitening Products SEZF & &

COMPUTER, ELECTRICAL &

ELECTRONIC PRODUCTS

Bis - ERRETEmM

+ Digital Photo Frames Shopping Tips
BUBEIERYIRE

* LCD TVs LCD B3

+ Lithium lon Rechargeable Batteries $2BE ¥ 78 E

Appendix 10  Ffi$g+

* Mandatory Energy Efficiency Labelling
SRHIERERIRE
+ Netbook Computers F#8AEE *

4. HOUSEHOLD PRODUCTS = [EMm
* Energy Saving Rings #i&E

* Household Paints Jg1;%

5. PERSONAL PRODUCTS E AR
+ Toilet Rolls BEI#4%

* Published in Choice magazine and on Shopsmart
website TIEF CGEE) ATIR "HEIEEE SR, Auk
** Pyblished on Shopsmart website only I FIEH " #58
SHERBE ) fHuh

09 10
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Surveys and Service Study Reports
on = MRS FT R

Opinion Surveys / Price Surveys HEEZEERLTE / BIgEE
* Bank Savings Accounts for Children SRRERZEF O R

* Banking Service Charges $R1TIR#SE A

+ Bundling Package Tours with Mandatory Travel Insurance  HR1T 4t #5 ikt T B B fR 5 R I R A0 6 &
+ HIBOR Home Mortgage Loans #fEi%i85tE|

 Infant Formulae Price Survey 52 RY¥MERKRFEE *

+ Medical Insurance Plans B2 {512

* Mobile Broadband Service Plans for Computers B EN EIERTS

* Supermarket Price Survey FBH{ERTEE

+ Supermarket Pricing Tactics R fZB T BB 3k

¢ Tax Loans FiEEHE]

 Terms and Conditions of Car Park Services {2EI35 R

 Textbook Expenditure Survey BEZEHE

* Textbook Price Survey #RIEZEKRAE

* Textbook Revision Survey #HRIEHXFGEE

Other Surveys / In-depth Studies HithAERERRAME
 Buffets and All-you-can-eat Meals BN REBREE

& Cupping Therapy eSS

+ Hospice Care Services ZE&ERFS

* Household Content Insurance Policy SR/ERE

¢ Household Expenditure Survey {EF B #iztAE

¢ Loco London Gold Trading EE %<

+ No Fakes Pledge IFhRIEEAGAETE] *

¢ Playgroups #EE5/ )\

* Quality Tourism Services Scheme BERERFEETE] *
+ RMB Bond Investment AR &%

* Published on Shopsmart Website FIIER TiEREEEBLE | 4845

134



Appendix 12 & Ffigg+—

Consumer Rights Reporting Awards 2010
Award Winners

HERERNERER20105RZE

Category: News

a5 - FRED
Gold Award £ 48
-ty el

BHME — ESH®R

Silver Award $R#g
GMP Z£fRE b R EE s
BR{AE ~ = — BARR

Bronze Award 4
BRERME AELIBEHRE
ELR — HEKERR

Merit Award B8
Unusual floor-numbering strategy a

misleading gimmick, critics clam
Sandy Li — SCMP

EIDRER MARRINE
FERRNE — BBRBER®R

2B R SRR
ERERBRAT
SRS — 993k

Category: Features
#HA R
Gold Award #48

Grand llusions
Olga Wong, Joyce Ng — SCMP

Silver Award $R4g
& TohRlf, AEE
BEZ BT HME A
BRITRR — E/E T

Bronze Award g
BYEERT

GREEE ~ BRI ERE
— BB E®R

Merit Award B2
FIREE 2RERPERERE
SRR — HELERAR

AT T
ANINBIR R AREE ZER RS e
IEEERE

Bt — SERHER

Category: Television

Bk - Eif
Gold Award £4&
SEEEINH

s — BBEAR

Silver Award $R#g
SHECRH
EfE — SEEBERAT

Bronze Award g
EFLEY

FEY —BBES

Merit Award B2

FEREHHE
AR

— BRBENBEERAR

BEYREREHEE
A - BRI
— BRERERAT

Category: Radio
A EA

Gold Award £ 42
Shelfish Habit

lvan Broadhead
— RTHK

Silver Award $R4E

KIBRT

— B

Bronze Award #f5E
—CLICKHhEt

e

ERE — &FEEA

Merit Award (B8
B ARG
A — BEEE

Category: Press Photo
5l - HEES

Gold Award £48
ETHEENER
WEREBERZERUAR

MFH — BBLBEE R

Silver Award $R4g
TRIBLEREREAREERER
R E — HELBHR

Bronze Award $F2%
SHESMEBH2950EAK
BRI BBREARVEEB M E
FEY — K

BEHEEREESERH
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Winners

Award Xl (2009-2010)

ET—EBE

Junior Division #]#&#8

P WAL B RIS

of the Consumer Culture Study

o

=51

= /8 4=
SR A

Award 4218 Topic EEzE School 4%
Winner B&E (ER - ﬁl» Shatin Government Secondary School
WHBIMHRE
Second T1E (BN 72 &5 7 ) Christian Alliance S C Chan Memorial College
EERmS A SRE
Third & (BMRERER) HKSYCIA Wong Tai Shan Memorial College
HEMeRn LAgsRMeSHE
Distinguished Awards EREAR JBE) | St. Mary's Canossian College
B EmREE RhMERIERIE T
(ER%E - +N\RERIEEE 7 ) | Christian Alliance S C Chan Memorial College
EERmS A SHE

(RFE - RAD

Raimondi College
mEHER

Merit 8 258

(ERREBIERRZ D0 E)

Ju Ching Chu Secondary School (Yuen Long)
KB PE (TH)

The Best Topic Award

ER{EEEE

(HFIREHRRARRI)

HKSYCIA Wong Tai Shan Memorial College
FHEUERTEeEfcahE

Merits for the Best Topic Award
FE == EIE;%

(BERERIFERRZ DD IE)

Ju Ching Chu Secondary School (Yuen Long])
RiBUPZE (7TH)

ER e

(K& - KA Raimondi College
mEHER
Merit for the Best Production Award | (=R - 47K Shatin Government Secondary School

WHEBEIRE

Senior Division Bkl

Award g5

Topic EE7EH

School 4%

Winner /85 (RO HSE BHHE) Ju Ching Chu Secondary School (Yuen Long)
RiBUPE (TH)

Second ZoE (FE - TE27BFMEK?) St. Stephen's Church College
EtRRERE

Third 5 (RELAE) HKSYCIA Wong Tai Shan Memorial College

HENen LRgsfMicahe
Distinguished Awards CRRTTIIER) Caritas St. Joseph Secondary School
R A EEEHRE
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{STOP!) CCC Hoh Fuk Tong College
PELBEHSMEEER
(/- 8t - BE-) HKSYCIA Wong Tai Shan Memorial College
EHNer AR SHe
The Best Topic Award (TEBERSHIREL) HKSYCIA Wong Tai Shan Memorial College
{EBEER EHNER LASERMeSHE

Merits for the Best Topic Award

BEIEBERL

(FE~FE7BEFMmEK?)

St. Stephen's Church College

BEARRERS
CRAARTIVERD Caritas St. Joseph Secondary School
AZEATRE

(eDHs B

Ju Ching Chu Secondary School (Yuen Long)
RiBUPZE (TH)

ERBFIE

(BE) HKSYCIA Wong Tai Shan Memorial College
EENEMIASERMCSHE
(REOLARED HKSYCIA Wong Tai Shan Memorial College
EHNen AR ShE
Merit for the Best Production Award | {STOP!) CCC Hoh Fuk Tong College

PEEERGMREESR

Special Commend 45537

Award 215

Topic EREEH

School 4%

Artistic Direction ZEfTE K

(E=E)

HKSYCIA Wong Tai Shan Memorial College

FRANEn LIRS ERNSTHE

Special Mentions 15BIEEF

Award 2g15

Topic R EH

School B#5

Special Mentions 4555 #F

(BRI

Carmel Pak U Secondary School
Ul SISl

7%y ISR

Carmel Pak U Secondary School
WMEARPE

=

(TE,ETHR,E?)

Ho Ngai College (Sponsored By Sik Sik Yuen)
BREFHAZEHE

( "Bid, ZAZAE)

Our Lady Of The Rosary College
BEEWIRER

(K5

PLK No.1 W H Cheung College
RERE—FRKERE

{Different Kinds of Packaging
and Purchasing Choice)

St. Paul's Co-educational College
ERESLHE

{Bling Bling Bring)

STFA Seaward Woo College
ISR AR S EAI B2

(REBFHEEESTENSE

Caritas Tuen Mun Marden Foundation

HEENRIRE) Secondary School
RECPISEESRE
Hong Kong € C A R 09-2010
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CBRZHUE) DMHC Siu Ming Catholic Secondary School
REHEHESEHRFE
(RF|IBOOD Christian Alliance S C Chan Memorial College
SR L RPE
(s 1B L BHEIFREA | China Holiness Church Living Spirit College
THERZEENWHES BN RERZEERPE
BREERA)
(EEHER) Chiu Lut Sau Memorial Secondary School

SR SRS

(BAE T, B

Ju Ching Chu Secondary School (Yuen Long)
FIBRPE (JTH)

(AIE - BABED

Ju Ching Chu Secondary School (Yuen Long)
RERP2 (FTHR)

(&S7y; Raimondi College
mE#HER

(2 $ Z7ed South Tuen Mun Government Secondary School
FMEMEIHE

(- ]®) HKSYCIA Wong Tai Shan Memorial College

HRNEE L EeEMicahE

(DDEFTE "H,)

YCH Wong Wha San Secondary School
CEBRTERPE

(IOBARRRIR)

Baptist Wing Lung Secondary School

BERKEDS

Special Mentions (Topic) $5BIEEF (3EE)

Award €15

Topic EREH

School %5

Special Mentions (Topic)
RalsEer GEE)

(EfEE "&], )

TWGH Li Ka Shing College
RE=[rFEHPE

QY Christian Alliance S C Chan Memorial College
FEGMImS LSRR
(i | BR L g FeIEE A | China Holiness Church Living Spirit College
THEERERERNEEREBR HhERZERE L
BFRHERE)
COURARABEIN\+5%) Chiu Lut Sau Memorial Secondary School
RSP
(BAR T, B Ju Ching Chu Secondary School (Yuen Long)
RipMPE (FTH)
("=, NMRED YCH Wong Wha San Secondary School
(CEBEREERPE
QRTINS YCH Wong Wha San Secondary School
{CEBEREERRE
(IEERPEER) Baptist Wing Lung Secondary School
EEgKERE
H C A R 09 - 2010
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Teachers 35&ZEM AIEEZR Caritas Chai Wan Marden Foundation Secondary School

PELEEEESHE

FERRZA Caritas Tuen Mun Marden Foundation Secondary School
PEGMEERESHE

TRRER HKSYCIA Wong Tai Shan Memorial College
HEMNeRm LAgERMcSHE

TEREM C&MA Sun Kei Secondary School
EEHEEGEERE

SEBELER Pentecostal School
hEEHRE

BHEEM HKSYCIA Wong Tai Shan Memorial College
HEMNeRm LAgERMcSHE

BRANZZERD St. Stephen’s Church College
RHRERREHE

BRIUBERD STFA Lee Shau Kee College
IS AR S IR 2

BRINFTE D King's College
HEER

ERRARZE R Kiangsu-Chekiang College (Kwai Chung)
ZORFRAMTNE

SRR Hoi Ping Chamber Of Commerce Secondary School
IRABFRTREHRE

wmREEM Caritas St. Joseph Secondary School
RAZEEEHE

EEEZRD Heung To Secondary School (Tseung Kwan O)
HEREETE
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Appendix 14 o i+

A List of External Committees Attended by

Council N\errlbers and Staff
AFENBELSHNINAEZTESD

+ Advisory Committee on Travel Agents Jix{TRIBEAAEZE S

* Appeal Board Panel (Electricity Ordinance CAP 406) FiRrZRE & (B HELIENHZE)

+ CLP Power Customer Consultative Group H#EE NE F 4/ \4H

* Commerce and Economic Development Bureau - Anfi-Spamming Task Force 75 QB RR - ROBERSNE TR/

* Commerce and Economic Development Bureau - Tripartite Forum for Drawing up a Code of Practice for Online Service
Providers in Protecting Copyright in the Digital Environment FIZ5 RASER RS - 8 LIREHEERSETRIN=T7g#

* Competition Policy Advisory Group BB RAANEE S

* Department of Justice - Costs Committee E A — FHEEE

* Department of Justice - Working Group on Mediation 2 a — @& T1/E/)\H

. Deportment of Justice - Working Group on Mediation - Public Education and Publicity Sub-group 2B & — s8R 1E/)\

- ARBENEEERE/NE
. Disciplinory Tribunal Panel (Electricity) under the Electricity Ordinance (Cap. 406) A2 EHEZE S (B AHBRLHIEMNAZT/NE)

Jll)s

+ Education Bureau - Working Group on Development of Textbooks and E-learning Resources #HBEF - AN E TEH
EREREE/)E

# Electrical & Mechanical Services Department - Appeal Board Panel under Energy Efficiency (Labelling of Products)
Ordinance Cap 598 #ET2E - FSFEEFHERIH(EGEREAEZABNTN\E

* Electrical & Mechanical Services Department - Electrical Safety Advisory Committee #ME T 128 - EREE2AAETER

# Electrical & Mechanical Services Department - Task Force on the Mandatory Energy Efficiency Labelling Scheme #% T
BE - an R R g TRE/E

 Estate Agents Authority HERIBEEH

« Estate Agents Authority - Licensing and Practice Committee #hZRIBEER - BRBLREEZES

* Food and Environmental Hygiene Department, Centre for Food Safety - Task Force on Nutrition Labelling Education &4
RIBEEAE, RYZ 2P0 - @B2REHFLHENIAE

+ Food and Health Bureau - Consultative Group on Voluntary Supplementary Financing Scheme ¥ NE4 R - BFEE
FEEBR &L/ NE

¢ Food and Health Bureau - Expert Committee on Food Safely B¥INEER - BNLL2EREES

* Food and Health Bureau - Expert Group on Melamine Incident 8N EER - =BREREHHSUNAE

* Food and Health Bureau - Health and Medical Development Advisory Committee - Working Group on Primary Care &
MREER - EREBREREAZES - EBRRRERTFINE

* Food and Health Bureau - Task Force on Primary Care Delivery Models of Working group on Primary Care &4 K &4
- EERREE TN - EEBRRRFEENEE/ A

¢ Food and Health Bureau - Sub-group on Publicity and Communication of Working group on Primary Care &%) &4E
B - EEREERET NG - EERBAEE/NE

* Food and Health Bureau - Review Committee on Regulation of Pharmaceutical Products in Hong Kong B¥ M &4 -
BREYEETIERNEES®

* Food and Health Bureau - Working Group on Legal, Privacy & Security Issues of the Steering Committee on eHealth
Record Sharing R REER - EFRELHAAEEEER - 5F  WELRREZHEETE/NE

H K C C A R 09 10 = FEHEBERSEER
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+ Hong Kong Accreditation Service — Accreditation Advisory Board FHERAEE - RAEHEES

+ Hong Kong Accreditation Service — Task Force on Accreditation of Consumer Product Certification Bodies BRI B -
HE mABERER A EES/ NG

+ Hong Kong Accreditation Service — Users of HKAS Accredited Services Liaison Group &80 A & - 28 A RIS PB4/ \E

* Hong Kong Accreditation Service — Working Party for Accreditation of Certification Bodies F#ERA B - REKER A
sTEI TR

+ Hong Kong Accreditation Service — Working Party on Consumer Products Testing Z8 R A B - sHE & Rls TIE/ 48

+ Hong Kong Federation of Insurers - Appeals Tribunal ZEREBERS - FHRELIE

+ Hong Kong Federation of Insurers - Insurance Agents Registration Board FERBEMS - REERBEELEZED

+ Hong Kong Internet Registration Corporation Limited - Consultative and Advisory Panel &S BRI MEEBRAT
- BHAEES

+ Hong Kong Monetary Authority - Deposit-taking Companies Advisory Committee F#HESREIRR - BEZHERA TS

£8¢

+ Hong Kong Mortgage Corporation Lid. &8z 5E RAF

 Insurance Advisory Committee (REGZEZBHAETZE R

 Insurance Claims Complaints Bureau - Insurance Claims Complaints Panel (REERERFE - RRRERFEZER

+ Land Registry - Land Titles Ordinance Steering Committee +#bzEER - THIEREHIEERE S

+ Land Registry - Title Registration Education Committee TihzE5R - ZEAMA BT ETEEE SR

* Law Society of Hong Kong - Sub-committee on Class Actions BB EME—EEHiA MIEESR

+ Office of the Telecommunications Authority - Editorial Committee of OFTA's Consumer Education Programme on the Use
of Broadband Services EREEF/ - THABFRABRIGEZES

« Office of the Telecommunications Authority - Technical Standards Advisory Committee BNEIEfE - FMIEAELH

* Office of the Telecommunications Authority - Telecommunications Numbering Advisory Committee S EHEF - Eifl
RIS AEER

+ Office of the Telecommunications Authority - Telecommunications Users and Consumer Advisory Committee EFEE
B - BMRFAFBEELARES

« Official Receiver's Office - Services Advisory Committee I EEIRE - RISHEAE

+ Publicity & Education Working Group on EaiSmart@restaurant campaign B "4 | REEHS

+ Quality Public Light Bus Services Steering Committee BEATL/NERKEEEEE

+ Quality Taxi Services Steering Committee BB TRBEERE S

# Securities and Futures Commission - Investor Education Advisory Committee B35 N EEREREE S - REEXHE

Im}

BLRHBIIENE

]

HBAEESG

# Securities and Futures Commission - Public Shareholders Group B4 NI EEKEREE D - BEER/VE

* The Hong Kong Poison Control Network - Expert Panel for the Hong Kong Poison Control Network &R ER5IZ484% -
BEPEHZEEEESRE

 Travel Industry Compensation Fund Management Board jiRisZEEEEGEHEE S

+ Vocational Training Council - Beauty Care & Hairdressing Training Board BZER 4R - =EREEEES

+ Vocational Training Council - Working Group on Regulation of Medical Devices (Aesthetics Related) BiZEFI#RfE - B
BERCERERNRELMFE/NAE

* Water Supplies Department — Voluntary Water Efficiency Labelling Scheme — Task Force 7K#5E - Bk a2 8181 T
AN
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Annual Report of the
Consumer Legal Action Fund

HE B NAEETR

The Consumer Council is the Trustee of the Consumer Legal
Action Fund through a Declaration of Trust executed on 30th
November 1994.

Purpose
The Fund was established with a Government grant of $10

million. The Fund aims to give easier consumer access to legal
remedies by providing financial support and legal assistance
for the benefit of consumers, particularly, groups with similar
grievances in cases involving significant public interest and
injustice. Through supporting justifiable cases, the Fund also
aims to deter business malpractices and enhance public
awareness of their consumer rights.

Administration
The Consumer Council, as the Trustee, is responsible, through

a Board of Administrators, for the overall administration and
investment of the Fund. The Board of Administrators is in turn
underpinned by a Management Committee. The latter, whose
members were appointed by the Commerce and Economic
Development Bureau (formerly the Economic Development
and Labour Bureau), is responsible for advising on the
eligibility and merits of applications seeking assistance from
the Fund. In 2009, a Task Force on Strategic Review of CLAF
("Task Force”) was set up by the Management Committee to
conduct a review on the Fund in respect of its effectiveness,
areas of improvements and policy directions and to monitor
the implementation of its recommendations as approved by
the Management Committee. The membership of the Board of
Administrators, Management Committee, and the Task Force is
at Annex A.

Operation
It is a long-standing practice of the Consumer Council to

help consumers resolve their complaints vis-a-vis traders
concerned. The Council may, if it considers appropriate or if
the complainants so request, refer cases of complaints to the
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EER—NANEF+—HA=1H  KEEL2H
BRAL

=]:p]

ESRMABERRER—TET > /EE
BRIOEEENGE - S RERARAHM
NEMEMH L BHERKEBREEERER
BBREE BRBYAERER AR
BIEARENREFE  NEBEARBBMIIERHE
BERRER -

THER

FRESNERA  ASERESATERE
2 REESHNTHRERE - AITRESEMZ
HREZRE  2RNESEEREENE
EHRBAREHEER  MEENERESESD
% EHZESNEAFELARERRREIHL
BREEISTIRERE —FTFNGFE  EBERES
BADEBEFARSRB BN EENE("FEEF/N
) BRI - AT REZ R R BRER
BMNEZNRT - AF

m =5 @
EHTERES  EHZEGRFE/NVENKER

BEE(F
AE N BB EE MRS 2

BRI  HEBBRNERFAZRT &8
BRENESERBQTHY - HEERIEER
ESIRHA -

—RE > BSRERERBR  SEE/EZR
=EDEAEMBIINE  WIRBEEEAERZE
MR BEEUBE  EREDSRERIHE
EEMNG REEBEABRERS  BRHES

09-2010 = HEEHEEREEFR



Fund for consideration. Consumers may also apply to the Fund
directly for assistance.

Generally, the Fund, in examining an application for
assistance, will consider whether all other means of dispute
resolution have been exhausted and assess the case against
established eligibility criteria. Such criteria include whether
the case involves significant consumer interest; whether a
large group of consumers have been or will potentially be
adversely affected; whether the case has a reasonable chance
of success; whether the matter concerned can promote the
consumer cause and has deterrent effects on unscrupulous
business practices; and whether it is practicable for the Fund to

offer timely assistance.

Deliberation
During the year under review, the Management Committee

held 5 meetings and deliberated upon matters by circulation
on 8 occasions, while the Board of Administrators held 2
meetings and deliberated upon matters by circulation on 11

occasions and the Task Force held 2 meetings.

Since its establishment and up until the year under review,
the Fund had considered 1 110 applications and granted
assistance to 677 applications. A statistical report is at Annex
B. To reflect more accurately the work of the Fund throughout
the years, the statistics have been prepared on the basis of
number of applications instead of number of groups of cases

adopted previously.

New Cases
Altogether, the Fund considered 143 applications of different

categories during the year under review. The applications
involved 30 consumer incidents. A “consumer incident"here
means an incident concerning consumer dispute(s) which
may involve an applicant or applicants with similar factual

background or causes of action against identical trader.

After thorough consideration, the Fund declined applications
relating to consumer incidents in the areas of financial
services, sale of real property, sale of goods, education service

and medical service.
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The collapse of Lehman Brothers in September 2008 resulted
in massive losses suffered by thousands of buyers of many
different types of structured financial products related to
this investment bank. During the reporting period, the Fund
received 90 applications from buyers aggrieved by the alleged
mis-selling of Lehman Brothers related structured products;
making a fotal of 156 applications received since the Lehman
collapse. Their complaints were mainly concerned with false
or misleading representation, negligence in giving investment
advice and non-disclosure of material facts. The Council itself
received about 12 000 complaints. The scale, the magnitude
and the complexity of the complaints were unprecedented,
and they had stretched the resources of the Council and the
Fund to their limits. In taking up these cases, the Fund was
conscious that many of these cases involved questionable
trade practice of actively luring people with little investment
experience into purchasing financial products of extremely
high financial risks without properly disclosing the risks
involved or by making misrepresentation regarding the risks
involved.

Given the large number of applications, to make proper
use of public funding, the Fund believed that the practically
viable approach in handling them would be to bring to court
a small number of representative cases that would serve to
clarify important legal principles and establish precedents
for better consumer protection in future. In selecting the
cases, the Fund examined carefully the information gathered
from interviews with the applicants and the documents they
provided. Then applications with merits would be sorted out
and put into different categories classified in accordance with
legal issues of significance arising from typical mis-selling
of financial products. The categorised applications would be
submitted to the Management Committee for approval for
further examination by Counsel. Recommendations of the
Management Committee on granting of assistance would be
made on the basis of the Counsel advices.

The influx of applications and the performance of the case
selection process had put the Fund under severe strain. The
assistance of Counsel in the assessment of applications
did help much in alleviation. They fully deserve the Fund's
gratitude.
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During the reporting period, with the said selection approach,
the Fund has granted assistance to two cases. As a matter
of fact, 18 applications, which would have otherwise been
appropriate for assistance, were withdrawn after they had
already entered the advanced stage of the case selection

process.

Apart from handling the applications as the Trustee of the
Fund, the Council also worked in close collaboration with the
Monetary Authority in addressing the massive Lehman-related

complaints.

Assisted Cases

Case 1
The assisted consumer purchased an Equity Link Note issued

by a Lehman entity allegedly in reliance on the false or
misleading representations of a bank officer including that (i)
the nature of the Note was similar to a fixed deposit; and (i)
the assisted consumer would suffer only a limited loss even if
the stock market should fall substantially. It is also the assisted
consumer’s allegation that the bank officer failed to disclose
certain material facts, in particular the risk associated with the
Note such as the credit risk associated with the issuer; and that
the bank officer acted improperly in arranging the execution of

the documents in relation to the purchase.

In September 2009, with the assistance of the Fund, the
assisted consumer commenced proceedings against the bank

in the District Court, which is currently af the interlocutory stage.

Case 2

The assisted consumers are an elderly couple who purchased
a Lehman-related Credit Link Note (CLN) through a bank in
reliance on representations, allegedly false or misleading,

made by its officer.

It was alleged that the bank officer falsely described the CLN
as “bond” or “retail bond” and most suitable for the retired. The
bank officer also made false or misleading representations
regarding the potential risks of the CLN. In processing the
documentation for the purchase, they were asked to and did
sign blank forms without having been explained in detail the
content.
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Preparation is being made for commencement of proceedings
in the District Court.

Cases Carried Over From Previous Year
The Fund continued to work on the following cases brought

forward from the previous year.

The High Court proceedings instituted by assisted consumers
claiming for damages for alleged delay in completion of the
said residential development continued. The judgment on
preliminary issues regarding the validity of the purported
settlement deed was delivered in favour of the assisted
consumer. It was followed by the defendant developer’s
appeal which was to be heard in November 2010. Under
this circumstance, the assisted District Court case was put on
hold pending the development of the said High Court action.
Moreover, as the limitation period was elapsing, protective
writs were respectively served for the remaining assisted

consumers who had been granted assistance at a later stage.

As mentioned in the last report, a counsel advice on a number
of issues of this case was obtained with the limited assistance
of the Fund. Having considered the advice, the Management
Committee recommended the Board of Administrators to
grant full assistance to the assisted consumer in pursuing
claim as regards the height enhancement services. The
recommendation was endorsed and with the assistance of the
Fund, the assisted consumer commenced proceedings in the
Small Claims Tribunal against the service provider. To support
the claim, medical advice was obtained. After the mention
hearing, all the monies that the assisted consumer had paid
for the height enhancement services and the costs of medical
advice were successfully recovered through settlement with

the service provider.
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Finance
The Fund is self-financed with income derived from:

a. investing the capital sum in fixed deposits, bonds and blue
chip stocks;

b. charging each applicant a fee of $100 for each case within
the jurisdiction of the Small Claims Tribunal and $1,000 for
each other court case;

c. recovering costs from defendants in successful cases; and

d. receiving from each successful case a contribution of 10%

of the benefits gained by the assisted consumer.

As at 31st March 2010, the Fund had a balance of about $13.8
million. The Fund’s Auditors’ Report and Financial Statements

for the period under review are at Annex C.
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Annex A o [ff$%H

Membership List of the Board of Administrators
of Consumer Legal Action Fund

HEBTFRETHITEERES

Prof. The Hon. Anthony CHEUNG Bing-leung, GBS, JP iRMAR#I% » XA EE » KP4t

Mr. Ambrose HO, SC, JP {Al)iiak &R AR » AF4A L

Mr. Raymond CHOY Wai-shek, MH, JP 2/ %4 » LE8)= - KP4

Ms. Connie LAU Yin-hing 21314+

Mr. Michael LI Hon-shing, BBS, JP (from 25.1.10) Z5#&3 504 » REFIEE - K4 (R25.1.10)
Ms. Anita MA Wing-tseung (up to 31.12.09) Bk ARERD (£31.12.09)

Menmbership List of the Management

Committee of Consumer Legal Action Fund
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Prof. Johannes CHAN Man-mun, SC (Hon) FRSZE#ES » 28 &R
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Membership List of the Task Force on Strategy
Review of CLAF (from 3 Augus’r 2009)

\E % Aﬁ Y 2 /\EHQA_ —JE /J \IIE
(CEFNFE/\A=HAL

Chairman &
Prof. Johannes CHAN Man-mun, SC (Hon) (from 3.8.09) BRS80S - L2 E R A4EE (7 3.8.09)

Members ZE
Mr. Ambrose HO, SC, JP (from 28.8.09) falih sk & F A EAD » AF4+E (F28.8.09)

Mr. Anthony CHAN Kin-keung, SC (from 2.9.09 up fo 5.12.09) BRiEaa &R AEA - AF#+E (H2.9.09 & 5.12.09)
Mr. Samuel CHAN Ka-yan (from 25.8.09) BRZRE& AR 2Em (F825.8.09)

Dr. John CHAIl Yat-chiu (from 26.8.09) &8 E1(H26.8.09)

Dr. YU Wing-tong (from 28.8.09) sk & i+ (F828.8.09)

H K C C A R 09 10 = EEHEEREEER
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Applications for Consumer Legal Action Fund
e ne SRR

Number of applications considered since 30 Nov 1994 1110
B—NNNE+—A=1THLK  KESEEBIABEHE
+ Problem solved during application 7£FR =5 5A & M B EEfRR 85
+ Under Consideration {37 & & 47
* Assistance granted EE St T8 B 677

Compensation recovered ¥E735(E

* out-of-court seftlement FESMN 2 172
* judgment obtained A& % FFEEEL 16

Not pursued further KR

* no recovery prospect K4S E R AE 465

* application withdrawn K ERzE#[E] 4

* ferminated by the Fund #E S 1E 7
Referred to Legal Aid E35%EEBNE 1
In process £z IR 12
 Referred to Council for Policy Consideration ¥ 355H Z& 2B R R I8 3
+ Referred to Council for Mediation/Monitoring B35 5E 28 le/ 22 10
* Assistance declined RiE4 RS 288

Hong Kong € c A R 09 - 2010
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