Resolving disputes between consumers and business operators is amongst the most
challenging work undertaken by the Council, even though it is not a law enforcement
agency and does not hold investigative powers. The Council strives to seek redress for
justifiably disadvantaged consumers via conciliation, and disputes are usually resolved
through mutually acceptable agreements. The Council also works closely with relevant
Government departments to facilitate law enforcement action to combat unscrupulous
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trade practices.
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Complaints and Enquiries Received

The Council received 68,815 enquiries and 26,545 complaints in 2019-
20, representing a 10% decrease and 5% increase year-on-year (YoY)
respectively. A significant growth in the use of eForm was noted in
2019-20 as complaints sent via the Council’s website accounted for
68% (18,049 cases) of the complaint cases received, compared to 60%
(15,250 cases) in 2018-19. Enquiries were still predominantly made via
telephone (86%).

Complaints Statistics Breakdown

Complaints related to travel services rose to the top of the complaints
for the first time and recorded 3,810 cases in 2019-20, mainly due to
disruption of travel plans in the wake of the global COVID-19 pandemic
started in February 2020. Complaints related to medical services

HELERZNGET LBS
18 TBAREBFZ-

eI ELE

TR AGHER 68,815 STREEAHK 26,545 R
HERF WL L—FE25 T 10% k£t
5% B 68% 1L 18,049 RIS HERFLE A
FEMEIRFERER BREFEZ60%
15,250 5% BIBARIE - B BEEAAL
BREIARBE  IEBHA 86%-°

ﬁﬁ}i nﬁ% D-I- iﬁ

201920 % HRBEZHENRFBE
BERFLEE 1445 3,810 R WREERR
2020 F 2 AEBBIOFEHARE CHEE
B EAREE - BERBNKFETRF



remained at a high level with 3,088 cases stemming mainly from the
closure of a number of medical centres that failed to provide HPV
vaccination services to consumers. There was also notable increase
(42%) in the number of complaints related to recreation/health clubs
(1,048 cases) which reflected the problem of sales practices and
sudden shop closure in the industry. The intensive demand for surgical
masks also caused a surge in complaints related to medical/health
device to 789 cases, representing an increase of 604% compared to
that in the previous year.

This year has seen a large number of shop closure. The total 3,078 cases
represented 10 times more than the number in 2018-19. Complaints
about suspected spurious goods, especially against HPV vaccines, rose
193% to 1,071 cases during the year. Despite a drop of 5% in cases
involving sales practices, the number remained high at 3,802 cases
which were mainly associated with telecommunication services (11%),
fitness centres (10%) and Chinese herbal medicine (9%).

The overall success rate in case resolution dropped from 65% to 62%
YoY (See Fig. 4). A large number of cases became non-pursuable or
unresolved once the traders ceased their businesses, which included
medical centres providing vaccine services, online travel agents and
fitness centre chains. Owing to the social unrest in the second half
of 2019 and the outbreak of COVID-19 in the beginning of 2020,
business activities and consumer transactions were seriously affected.
Conciliation also became more difficult as traders were less cooperative
in offering settlement. In general, if traders refused to settle the case,
the complainants would be advised to seek redress via alternative
channels, including civil legal action.

Top 5 Complaint Categories
1. Travel Matters

Travel related complaints reached a record high of 3,810 cases,
representing a YoY increase of 63%. The bulk of the complaints
involved air tickets (55%), hotel bookings (16%) and outbound tours
(10%). The key complaint areas were variation/termination of contract
(28%), shop closure (22%) and price disputes (18%).

While some airlines or travel agents refused
to cancel the trips due to the COVID-19
epidemic, some travel operators imposed
administration charges for any variation or
termination of an itinerary, causing a lot of
consumer dissatisfaction.
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2. Medical Services

There were 3,088 medical services related complaints, representing
an increase of 27% YoY. The surge of complaints stemmed from the
closure of 4 major medical centres providing HPV vaccination services
to consumers, mainly the Mainland visitors. Among the complaints,
57% involved shop closure and 25% was related to suspected spurious
goods, i.e. fake or unlicensed vaccines.

3. Telecommunications Services

Complaints related to telecommunications services levelled at
2,677 cases with little change when compared with the figures
last year (2,672 cases). The disputes mainly involved mobile and
fixed-line telephone charges (47%), quality of services in respect of
poor reception and customer support (20%), and sales practices in
promoting new service plans (16%).

4. Electrical Appliances

Electrical appliances ranked fourth in the complaints received in
2019-20 with 1,774 cases recorded. The most common subjects of
complaints remained to be television sets (18%), air-conditioners (16%)
and washing machines (12%). Concerns about the quality of goods
(29%) and repair/maintenance services (29%) accounted for more than
half of the complaints.

5. Food & Entertainment Services

Despite a YoY decrease of 16%, complaints related to food and
entertainment services remained in the top 5 with 1,249 cases recorded.
Restaurants (34%), fast food outlets (16%) and public performance (15%)
were the common subjects of complaints, and mainly involved quality of
services (27%) and price disputes (26%).

Fig. 1 Complaint Trends in the Past 3 Years
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Fig. 2 Top 10 Consumer Complaints on Industries in 2019-20
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Fig. 3 Nature of Consumer Complaints in 2019-20
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Fig. 4 Resolution Rate of Cases with Pursuable Grounds in 2019-20
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Trends of Consumer Complaints

Economic Impact of the COVID-19 Pandemic

The COVID-19 pandemic has brought unprecedented challenges to
the economy of Hong Kong. Prospect of an economic recovery will
be dependent on when the disease will subside, the resumption of
individual and business activities and the recovery of international
commerce and travels.

Nevertheless, a change of consumer behaviour and spending
pattern can be anticipated. Under the special measures of working
from home, social distancing and restricted travel, people tend to
spend more time at home and shift their spending patterns from
shopping in physical shops to online platforms. Online transactions
for consumer goods, food delivery, medical supplies, and home
entertainment is likely to continue to grow. As a matter of fact,
complaint cases related to online shopping increased 41% YoY to
6,830 cases in 2019-20, with the biggest growth (3,917%) in medical
& health devices (mainly involved surgical masks and sanitisers).

Tourist complaints and disputes related to travel matters are expected
to drop in the coming years as a result of stringent immigration
control imposed by most countries and regions to

prevent the resurgence of the pandemic
through imported cases. It may take
some time for people to restore their
confidence to travel even after the
pandemic is completely contained.
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6  Anonymous complaints, cases with insufficient information, and complaints outside the Council's terms of reference are in general non-pursuable.

BRI  ARENAR - REAES TEEELSMNL - E—RIEN T ERERENEY -



Cross-boundary Dispute Resolution

In September 2019, the Council signed a Memorandum of
Understanding (MoU) with the Consumer Association of Singapore
(CASE) to extend the scope of collaboration in dispute resolution with
Singapore. Under the agreement, consumers will be able to file their
complaints to their local consumer body which will refer their cases to
suitable counterparts for follow-up. The Consumer Dispute Referral
Mechanism greatly enhances consumers’ rights and interests in cross-
border transactions, including online purchases.

Naming Sanction

In April 2019, the Council publicly named 4 fitness centres and strongly
reprimanded them for their undesirable sales practices targeting
inexperienced young consumers. The 4 fitness centers are:

S.M.L./T.I.A. Studio

Fitness Express Company Limited
Legend Fight and Fitness

A Plus Fitness

In most of the complaints, the complainants were predominantly young
people below the age of 25 who were subject to high-pressure sales
tactics or under threats of personal safety, and then succumbed to
sign up to fitness contracts involving $40,000 on average. In the most
extreme case, it reached a stunning sum of $1.75 million. To rectify the
situation, the Council publicly named and reprimanded the 4 fitness
centres, and urged the companies to cease and desist from engaging
in any further unscrupulous sales practices. The naming action drew
strong public support and extensive media coverage.
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