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RESOLVING DISPUTES BETWEEN
CONSUMERS AND BUSINESSES
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The Council seeks redress for
consumers by means of conciliation through which disputes are resolved
between consumers and traders by mutually acceptable agreements.
Complaints are a useful source of information which may sometimes
lead to the issue of timely alerts to the public about trade malpractices
while enabling law enforcement agencies to take relevant actions.
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Complaints and Enquiries Received e EYE
Complaints and enquiries are received via telephone, fax, AECFEBEZT BE - ZEREBEZKNEE
correspondence or the internet. During the year, 87% of all enquiries BSR s TR IE s o A T BN SR E 7% RESE
were received by telephone, while 54% of complaints were lodged in S R4 A B RE R E A o
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writing or via the internet.
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Complaints Statistics Breakdown
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During the year, a total of 101,560 enquiries and 29,547 complaints

were received, representing a 6% decrease in the number of 29,547 B ERFF - HH2013- 14 FFHEE
complaint cases compared with 31,334 in 2013-14. 31,334 REFFEE M TKE%

Although the Council is not a law enforcement agency and it BARS WA WREAEEND £
does not possess any investigative powers, the Council was able 2014-15FEEBI3%AIRENER  KAR2HAE
to achieve a high resolution rate of complaint cases by means of EEZR(BEM) - YN FgYEIE BB o RN
conciliation: at 73% of cases with pursuable grounds in 2014-15 (See AR Ae@BBI0FAZEEE SR SRS
Fig 4). For cases where traders refused to settle or offer redress, 18 R E A

the complainants were advised to seek redress via other channels,
including civil action®.

FIG.1 COMPARISON OF COMPLAINTS IN THE PAST 3 YEARS
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Total number of complaints #%ZF{EIZZHEE 26,955 31,334 29,547

6 See Appendix 6 for contact information of Consumer Advice Centres.
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FIG.2 TOP TEN CONSUMER COMPLAINTS ON INDUSTRIES IN 2014-15
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FIG.3 NATURE OF CONSUMER COMPLAINTS IN 2014-15
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FI1G.4 RESOLUTION RATE OF CASES WITH PURSUABLE GROUNDS IN 2014-15

B 2014-155 EREM IR

Total number of cases received ¥ ERAEE]

No. of cases with pursuable grounds aJ BR R EFEIZE’

No. of cases in progress {H7E IR EHAIEZE
No. of cases resolved EFERIVEZE

Resolution rate FA{EpIHER

Top Five Consumer Complaints
1 Telecommunications Services

Despite a significant drop of 23% over the preceding year,
telecommunications services continued to be the top category
receiving the most complaints with 5,091 cases in 2014-15. The bulk
of the complaints were related to disputes concerning fees and
charges (57%) and the quality of services (19%).

2 Telecommunications Equipment

Complaints relating to telecommunications equipment came second
with a hefty rise of 79% from 2,325 cases in 2013-14 to 4,152 cases in
2014-15. Nearly 96% of the complaints (3,974 cases) involved mobile
phones, including 2,361 cases of consumer dissatisfaction over the
pre-order sales of a newly launched smartphone in high demand.
The nature of the complaints was mainly about sales tactics (1,657
cases) and late or non-delivery of products (1,053 cases).

3 Travel Services

Travel services came third as disputes related to travel services rose
year by year and recorded 1,941 cases, an increase of 19% compared
with that of 2013-14. Disputes regarding airline services and air tickets
drew 743 cases and 619 cases, representing an increase of 67% and
15% respectively. Sea cruise cases recorded an increase close to
threefold from five cases last year to 23 cases this year. Complaints
were mostly about price disputes (593 cases), quality of services (543
cases) and late/non-delivery of services (408 cases) which included
flight delay and cancellation.

4 Electrical Appliances

Electrical appliances came fourth with 1,614 cases, a slight drop
of 6% over the year before. Quality of goods (38%) and repair and
maintenance (32%) were the main areas of disputes within this
category.

5 Food And Entertainment Services

The number of complaints in relation to food and entertainment
services remained in the top five categories with 1,381 cases,
although it witnessed a drop of 12% compared with that of 2013-14.
Service quality (414 cases), sales practices (288 cases) and charge
disputes (273 cases) were the major areas of customer dissatisfaction.
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7 Anonymous complaints, cases with insufficient information, and complaints outside the Council’s terms of reference are in general non-pursuable.
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Trends of Consumer Complaints
Online Shopping Disputes on the Rise

As online shopping has become part of people’s daily life,
complaints arising from this activity reached 5,403 cases, an increase
of 52% over last year, and involving spending of over HK$20 million.
Most complaints stemmed from purchase of mobile phones (2,336
cases, up 497%) followed by online booking of air tickets and
accommodation (1,102 cases, up 42%). Among these complaints,
35% involved sales practices (1,869 cases, up 365%) alleging that the
terms and conditions of the online purchase were not clearly
explained to or readily available for consumers at the
time of placing orders. Disputes arising from late
or non-delivery of goods or services purchased
online recorded 1,797 cases, an increase of 30%
and postal and courier services 43 cases, an /// ’
increase of 115%.

While enjoying the convenience of internet

shopping, consumers need to be vigilant of the

terms and conditions of the offers to ensure their

rights and obligations under the contract. The
traders, on the other hand, are urged to build a sound
online shopping mechanism and a fair transaction platform
to boost consumer confidence.

Double-digit Drop in Tourist Complaints

The Council received a total of 2,623 tourist complaints in 2014-15,
a drop of 11% from the previous year. Complaints filed by Mainland
tourists continued to be the overwhelming majority with 2,150 cases,
albeit a 10% reduction compared to last year.

The more common tourist complaints were
related to expensive Chinese herbs/
ginseng (324 cases) and a sharp increase

of 80% was recorded compared to

last year. Medicine/health food

(305 cases, down 34%) and
telecommunications equipment

(273 cases, down 14%) came

second and third on the list.

Most of the complaint cases

involved sales malpractices

(1,117 cases), representing

43% of all tourist complaints

and an 11% increase over the

past year.

To strengthen protection of

consumer against unfair trade

practices, the Council has been

working closely with the Customs \
and Excise Department and
exchanging updated information with it

on trade practice related complaints.
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The Council regularly releases complaint statistics to
alert the public about shopping entrapment.
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Naming of Malpractice Traders

In July 2014, an online shop selling infant products was named by the
Council for malpractices. It was the first ever public naming against
online sales tactics detrimental to consumer interests.

The Council had received over 91 consumer complaints against the
trader, involving an amount of HK$285,000, for partial or non-delivery
of goods and undue delay or failing to provide full /partial refund for
non-delivery of goods.

The naming exercise served as timely alert to consumers and
deterrence to dishonest traders especially the online ones.

Birth Enterprise (China) Limited BE{ % (PE) BRAF]
Trading as birth.hk ZEEEHE

Unit K, 17/F, Block 4, Golden Dragon Industrial Centre,
No. 182-190 Tai Lin Pai Road, Kwai Chung, New Territories
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