Complaints and Enquiries Received

The Council received 82,831 enquiries and 25,858 complaints during the
year under review, representing a 3% year-on-year (YoY) decrease and a
3% YoY increase respectively. Some 85% of all enquiries were received
by telephone while 57% of complaints were lodged in writing (by fax,
mail and email) or via the internet®.

Complaints Statistics Breakdown

The wide publicity and deterrence generated by the Council’s naming of
a fitness centre for malpractices in 2016-17 has resulted in a significant
reduction of complaints against Recreation/Health Clubs from 1,673
in 2016-17 to 853 in 2017-18 (of which 321 cases were due to business
closure). The total number of complaints during the year edged up a
slight 3%, from 25,040 in 2016-17 to 25,858 in 2017-18, with notable
increases in the Travel Matters (34%), Foods & Drinks (29%), and Clothing
& Apparel (24%).

The Council was able to chalked up a remarkable rate of success in
the resolution of complaint cases by means of conciliation — 73% of
cases with pursuable grounds during the year (See Fig 4). In cases in
which traders refused to co-operate through settlement or redress,
the complainants were advised to seek for recompensation via other
channels, including civil legal action.
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Though the Council is not a law enforcement agency nor vested with any investigation
power, it operates a highly accessible consumer complaints service to seek redress
on behalf of aggrieved consumers by means of conciliation, through which disputes
are resolved by mutually acceptable agreements. Equally important is the Council's
function of keeping tabs on the marketplace for trends and practices detrimental to
consumer rights and interests, and of taking timely measures through consumer alerts or
recommending law enforcement action to counter such practices.
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Top 5 Complaint Categories

1. Telecommunication Services

Telecommunication services continued to attract the most complaints,
with 3,157 cases, a slight YoY increase of 1%. The dominant complaints
involved price disputes (43%) over mobile phone service plans, internet
service contracts and mobile data charges, followed by service quality
(27%) in respect of slow transmission, connectivity failure and customer
support.

2. Travel Matters

Complaints relating to Travel Matters totalled 2,609 cases, with a sharp
increase of 34% increase YoY. Air tickets and airline services accounted
for the main bulk of the complaints (61%) in this second-highest
category, with hotel bookings, tours, hotel and air ticket packages
comprising a distant 24%, bringing to a total of 85%. The complaints
were mostly about the quality of service (34%), price disputes (26%),
and late/non-delivery of services (17%).

3. Electrical Appliances

The third most common complaint category was
electrical appliances, with 1,732 cases, down a
slight 1% YoY. Repair and maintenance service
(38%) and quality of goods (28%) were the
main areas of dissatisfaction.
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4. Telecommunication Equipment

With a notable decline of 27% YoY, telecommunication equipment was the
fourth most common complaint category with 1,289 cases. Nearly half of
the complaints (45%) concerned repair and maintenance of mobile phone
handsets. However, while there was a drop in the total number of complaints
for telecommunication equipment, there was a steep 181% upsurge in the
number of complaints about offers of free gifts/discounted goods.

5. Foods & Entertainment Services

There were 1,227 cases in this category during the year, placing it on
the top 5 list for the first time. The most common complaints involved
Public Performance and Sport Games, which rose a substantial 91% and
88% respectively. In addition, there was a whopping 227% increase in
complaints about Variation/Termination of Contract disputes.
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Fig1 Numbers of Complaints in the Past 3 Years
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Fig2 Top 10 Consumer Complaints on Industries in 2017-18
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Fig 3 Nature of Consumer Complaints in 2017-18
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Common among the subject matters of tourist complaints were Travel
Matters (341 cases), followed closely by expensive Chinese herbs/
ginseng (312 cases) and Jewelleries (241 cases). There was rapid growth
in the number of Medical Services complaints from Mainland tourists
(478 cases) in the wake of a shortage of specific vaccinations at some
clinics and medical organisations in Hong Kong, which had actively
promoted such vaccination service to the Mainlanders through agents,
but were unable to secure the vaccines to perform the service as
scheduled.

Online Shopping Disputes on the Rise

With e-commerce expanding at a rapid speed, consumers shopping
online was also fast on the rise. This has brought on a new level
of complaints against online shopping to 4,427 cases, an increase
of 43% YoY. Leading the complaints in this category were Travel &
Accommodation (1,441 cases) and Late/Non-delivery/Loss (1,128 cases).
Trailing behind were Clothing & Apparel (345 cases), and Storage, Postal
& Courier Services (319 cases).

Of particular concern was the rapid rise in online shopping complaints
in: Variation/Termination of Contract (290%), Sales Practices (198%), and
Suspected Spurious Goods (149%).

Naming Sanction

In September 2017, the Council named a time-share marketing company
— Great Time Universal (HK) — for persisting undesirably aggressive
and misleading trade practices in the sale of expensive vacation club
memberships. Despite the repeated conciliation efforts of the Council,
the company had refused to resolve the complaints by providing redress
to the consumers. In view of the seriousness of the situation and to
prevent further consumer entrapment, the Council had no alternative
but to name and shame.
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