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Complaints and

Enquiries Received

Complaints and enquiries are received via telephone, fax,
postal mail or the internet. During the year, a total of 85,702
enquiries and 25,039 complaints were received, representing
a 10% and 7% decrease respectively, compared with figures
in 2015-16.

58% of complaints were lodged in writing or via the
internet, while most of the enquiries (86%) were received by
telephone®.

Complaints Statistics Breakdown

The reduction of complaints occurred mainly in 2 categories:
Furniture & Fixtures and Travel Matters. Complaints related
to Furniture & Fixtures decreased 61% from 2,308 last year to
893 in 2016-17, whereas the figures related to Travel Matters
fell 26% from 2,632 to 1,950.
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When disputes arise between consumers and traders,
the Council seeks redress for consumers through
conciliation, with a view to helping both parties develop
mutually acceptable agreements.
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Despite the overall declining trend, complaints concerning
Telecommunication Equipment rose 8% to 1,775 cases and complaints
related to Recreation/Health Clubs increased 173% to 1,673 in 2016-17.

Although the Council is not given any law enforcement power, the
Council was able to achieve a high resolution rate of complaint cases
through conciliation, namely 74% of cases with pursuable grounds in
2016-17 (See Fig. 4). In cases where traders refused to settle or offer
redress, complainants, generally, were counselled to seek redress
through other channels, including civil litigation.

Top 5 Consumer Complaints
1. Telecommunication Services

Telecommunication Services remained at the top, with 3,122
complaints in 2016-17. Notwithstanding the prevalence of complaints
concerning this sector, the number reflected a new low in recent
years, falling by 13% when compared with 2015-16. The bulk of the
complaints were related to billing disputes (47%) arising from mobile
phone service plans, internet service contracts and mobile data
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charges. Complaints about service quality (e.g. slow transmission,
connection failure, and insufficient customer support) accounted for
25% of the complaints.

2. Travel Matters

Complaints relating to Travel Matters dropped to 1,950 cases, a
26% decline over 2015-16. Among them, over 60% were related to
air tickets and airline services. The remaining 20% concerned hotel
bookings, travel tours, and hotel-air ticket packages. The complaints
were mostly about quality of services (42%), price disputes (30%) and
late or non-delivery of service (15%).

3. Telecommunication Equipment

Telecommunication Equipment drew the third highest number of
complaints, with 1,775 cases, an increase of 8% over the previous
year. 43% of the complaints arose from repair and maintenance of
mobile phone sets. Complaints related to phone safety grew over
6 times to 191 cases in 2016-17 as a result of the battery failures of a
new smartphone model that ultimately was recalled globally by the
manufacturer.

4. Electrical Appliances

Fourth on the list were complaints regarding Electrical Appliances
numbering 1,751, a slight drop of 2% over the year before. Repair and
maintenance (37%) and quality of goods (27%) were the main areas of
dispute within this category.

5. Recreation/Health Clubs

Recreation/Health Clubs ranked fifth, with 1,673 cases highlighted
by a significant increase in complaints resulting from the closure of a
large chain of fitness centres. As a whole, 60% of the complaints were
related to shop closure and 16% to sales practices.

Trends of Consumer Complaints
Growing Concern over Internet Transactions

Although complaints related to online shopping declined, from a high
of 5,404 cases (2014-15) to 3,462 (2015-16) and further to 3,102 cases
this year, the variety of product/services and the mode of online
transaction have evolved rapidly which brought great challenges to the
Council’s work of conciliation. Travel and Accommodation recorded
the highest level of dissatisfaction among the online shoppers, with
965 cases of complaints filed; followed by Personal Care Products (233
cases). Cases related to Storage/Postal/Courier Services rose to 200
cases, an increase of 228% compared to last year.

3,102
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Complaints
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There were 178 complaints related to online shop closure, 6 times FR AGBEEIT8RS LIBIEFHENRFE

higher than in 2015-16, and 858 cases about late/non-delivery/loss £ B2015-16FEESH6E s MFMEELER/
of goods, accounting for 28% of all internet complaints. The sudden RESEE /A HEHELSS8R » (HIE LB
closure of BeeCrazy in June 2016, coupled with the rapid growth HAH08% o BEEIFE M T T LHIE -5 R
of online stores and online sale through social media, intensified E  f1.EBeeCrazy 2016456 H =R IEE - S4F

the problems of late/non-delivery/loss of goods. Abrupt closure of
online stores or loss of goods in transition often leave consumers
unprotected, as usually full payment was made prior to the delivery
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Fig. 1 Numbers of Complaints in the Past 3 Years
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Fig. 2 Top 10 Consumer Complaints on Industries in 2016-17
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Fig. 3 Nature of Consumer Complaints in 2016-17
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Fig. 4 Resolution Rate of Cases with Pursuable Grounds in 2016-17
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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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Tourist Complaints Continue to Decline

The number of complaints from tourists received by the Council
has fallen for 2 consecutive years. In 2016-17, the tourist complaints
fell by 13%, compared with those of the previous year, to 2,062
cases. Complaints filed by Mainland tourists accounted for about 75%
of the complaints. While the number of Mainland tourists visiting
Hong Kong dropped 7% in 2016, complaints filed by Mainland tourists
declined 19%, to 1,529 cases.

The most common tourist complaints were related to expensive
Chinese Herbs/Ginseng (281 cases). An increase of complaints
was recorded with regard to Personal Care Products (+58%),
Accommodations (+43%) and Electrical Appliances (+43%).

Although complaints about sales practices (563 cases), remained at
the top of the list of the nature of tourist complaints, the number
represented a 36% decline over last year. A 33% drop was recorded
for Chinese Herbs/Ginseng while a substantial drop of 70% was
recorded for Medicine/Health Food. The figure may signify an
improvement attributable to the collaborative efforts of the Customs
and Excise Department and the Council to strengthen protection for
consumers against unfair trade practices.

Naming of Malpractice Traders

By way of “name and shame”, in April 2016, the Council
expressed strong disapproval of the aggressive and misleading
trade practices adopted by a fitness centre chain — California
Fitness, in the sale of membership and personal training lessons.
The complaints received by the Council showed that both
existing members and new customers of the chain fell prey to
the malpractices such
as heavy handed sales

pressure from the staff,

resulting in financial

losses and mental

distress to consumers.

In view of this serious

situation and to prevent

further consumer

entrapment, the Council

decided to name and

sanction California

Fitness publicly. It was

the first time the Council

sanctioned a fitness

centre by naming for

malpractice.
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I

Besides the press announcement,
the Council produced a video as
an alert to the public against the
malpractices of the fitness centre.
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