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One of the Council's most important functions is helping consumers seek

redress through conciliation, whereby disputes are resolved through mutually x *

acceptable agreements. This role has become especially prominent in the

past year, with the COVID-19 pandemic bringing significant disruption to

different marketplaces and changes in consumption patterns. While the

Council is not a law enforcement agency and does not hold any investigative

powers, it maintains close liaison with the authorities to combat unscrupulous

trade practices by exchanging information and facilitating law enforcement

action. The Council also actively monitors the marketplace and releases timely

alerts to consumers.
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and 14,524 (51%) were related to goods. A significant growth in the use 0 14524 = (51%) BRESEE- BREIEHRE
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pandemic. Complaints sent via the Council's website
accounted for 74% (21,044 cases) of the overall

complaint cases received, compared with 68%
(18,049 cases) in 2019-20. Enquiries were still
predominantly made via telephone (90%). : 2 8
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Overview

Complaints related to “Medical & Health Devices” leapt from ninth in
2019-20 to the leading category in 2020-21, with 4,116 cases recorded.
Almost 97% of these (3,972 cases) were related to face masks, a
staggering increase of almost 5.6 times when compared with the
604 cases in 2019-20. "Late / Non-delivery / Loss" contributed to a
sizeable share of complaints (69%) in face mask related cases, the
upswing a result of delayed shipment or non-delivery to customers as
traders were overwhelmed by the unexpected surge in orders during
the early stages of the pandemic. Complaints related to “Travel Matters”
recorded 3,488 cases, placing as the second most common category in
2020-21. This was mainly due to thwarted travel plans in the wake of the
COVID-19 pandemic, which started in February 2020.

As the pandemic persists, the “stay-at-home economy” has propelled the
popularity of online shopping, resulting in a total of 11,728 complaints
recorded in 2020-21, attributing to 41% of the overall complaints. It also
represented a sharp increase of 72% in complaint cases when compared
with that of the previous year. Among them, 33% were related to Medical
& Health Devices, mainly regarding “Late / Non-delivery / Loss", “Price /
Charges Dispute” and “Sales Practices” related to face masks. Another
20% were on Travel Matters, mostly related to “Variation / Termination of
Contract”, “Price / Charges Dispute” and “Shop Closure”.

In addition, owing to the suspension of face-to-face lessons, complaints
regarding "Education Matters” showed a significant increase of 71% with
801 cases recorded. “Wedding Services” complaints increased almost
1.8 times with 238 cases, stemming mainly from the rescheduling of
wedding services and the termination or variation of service contracts
as a result of social distancing restrictions.

More positively, the Council’'s overall success rate in resolving these
cases saw an uptick from 62% to 67% YoY (See Fig.4) owing to an above-
average success rate in the handling of Travel Matters (82%) and Medical
& Health Devices-related complaints (73%).

With social unrest extending into the first half of 2020-21, coupled with the
outbreak of COVID-19 from the beginning of the year, business activities and
consumer transactions were severely affected, making conciliation even more
difficult as traders became less willing to settle the case in the face of declining
revenue. In general, if traders refused to settle a case, the complainant would
be advised to seek redress via alternative channels such as legal action.

Top 5 Complaint Categories
1. Medical & Health Devices

Complaints relating to medical and health devices reached a record high
of 4,116 cases, representing a YoY increase of 422%. In this category,
almost 97% (3,972 cases) were related to face masks, as traders were
overwhelmed by the unexpected surge in orders from customers in
the early stages of the pandemic, resulting in delayed shipment or non-
delivery. The remaining 100-odd complaints were related to “Massage
Chairs / Sofa / Products”, “Medical Aids” and “Infra-red Devices”. Among
all the complaints, “Late / Non-delivery / Loss"” accounted for 67%, while
another 28% were related to “Price / Charges Disputes” (11%), “Sales
Practices” (10%), and “Quiality of Goods” (7%).
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2. Travel Matters 2. ikilEET
There were 3,488 travel-related complaints, representing a YoY drop of HEIRSEEISNIISI%E 3,488 =2 LEFERT
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Fig. 1 Complaint Trends in the Past 3 Years
1 8% 3 FREMRHRET
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Fig. 2 Top 10 Consumer Complaints by Industry in 2020-21
2 2020-21 FEH 10 (S REEWRRFAIT
Medical & Health Devices
BRERERH 789 4,116
Travel Matters | —
i3k 3,809 3,488
Telecommunication Services I
AR 2:677 2,230
Electrical Appliances ﬁ
BRAS 1,774 2,134
Foods & Entertainment Services
BRRB4 1,251 1,589
Computer Products
waEe o 7o 996
Clothing & Apparel
X 8660 938
Foods & Drinks
BRRRS c2sil 913
Furniture & Fixtures
R 660. 815 2019-20
Education Matters
e 20 SO1 I 202021
o I N

o~ |
2020-21 Annual Report 3% | 27 \‘
QY



RESOLVING DISPUTES BETWEEN CONSUMERS AND BUSINESSES & /H&& H& & & Z R

Fig. 3 Nature of Consumer Complaints in 2020-21
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Fig. 4 Resolution Rate of Cases with Pursuable Grounds in 2020-21
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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. '
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4. Electrical Appliances

The fourth highest complaint category was electrical appliances, rising
20% from the previous year with 2,134 cases received - probably a
result of people spending more time at home during the pandemic.
The top 3 most complained-about appliances were the same as last
year, namely television sets (14%), air-conditioners (13%) and washing
machines (11%). Concerns about the “Quality of Goods” (30%) and
"Repair / Maintenance Services” (28%) accounted for more than half of
the complaints.

5. Food & Entertainment Services

Food and entertainment services recorded 1,589 complaint cases, a
27% YoY upsurge which placed it as the category attracting the fifth
most complaints. Restaurants (27%), fast food outlets (14%) and public
performances (4%) were the most common subjects of complaint,
relating mainly to “Price Disputes” (18%) and “Quality of Services” (17%).
Owing to the surge in demand for online food delivery services during
the pandemic, complaints in this area soared by almost 2.2 times, from
144 cases in the previous year to 456 cases in 2020-21.

Trends of Consumer Complaints

Economic Impact of the COVID-19 Pandemic and Trends
Prediction

2020-21 was an unprecedented year overshadowed by the coronavirus
pandemic, which has brought significant changes to people’s daily lives,
consumer behaviour and spending patterns. Looking ahead, despite
public anticipation of control of the pandemic as vaccinations start
picking up momentum worldwide, the prospect of economic recovery
in 2021-22 is still hard to predict. It is highly dependent on factors such
as the emergence of variant strains, the effectiveness of vaccines, the
resumption of individual and business activities, and the recovery of
international commerce and travelling.

However as the pace of recovery pans out, clear changes have been
observed in consumer behaviour and spending patterns that seem
likely to continue in the post-pandemic era. Online shopping has
become more prevalent and increasingly versatile. Constrained by the
anti-epidemic measures, including working from home, social distancing
and restricted travel, people have tended to spend more time at home
and shift their spending patterns from shopping at brick-and-mortar
shops to online platforms. It can be foreseen that online transactions
for consumer goods, food delivery, medical supplies and home
entertainment will continue to grow. In line with this, complaint cases
related to online shopping swelled 72% YoY to 11,728 cases in 2020-21,
with the biggest growth (698%) seen in medical and health devices,
mainly involving surgical masks and sanitisers.

In the area of travel, however, it may take some time for
public confidence to be restored, even after the pandemic
has been completely contained and the protective effects
of vaccinations start to kick in worldwide. Once this
happens, tourist complaints and disputes related to travel
matters can be expected to surge in the coming years.
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