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To help members of the public seek redress from businesses providing unsatisfactory goods or
services, the Council operates an easily accessible platform to help consumers and traders resolve
disputes by means of conciliation, aiming to help the two parties reach a mutually acceptable
agreement. Over the past two years, changes in consumption patterns and the disruption to
established marketplaces brought about by the COVID-19 pandemic have given added importance
to this role. Although the Council is not a law enforcement agency and does not hold investigative
powers, it works closely with different authorities to exchange information and facilitate law
enforcement actions to combat unscrupulous trade practices. The Council also proactively
monitors the marketplace and releases timely alerts to consumers.
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15,418 cases (53%) while goods-related complaints constituted 47%
with 13,789 cases. The top 3 categories in 2021-22 were “Electrical
Appliances” (2,738 cases), “Foods & Entertainment Services” (2,498
cases) and “Telecommunication Services” (2,224 cases). Complaints
involving late or non-delivery (4,399 cases), price dispute (4,224 cases)
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The overall success rate in case resolution dropped slightly from 67%
to 66% YoY (see Fig. 4). A large number of non-pursuable or unresolved
cases were attributed to cessation of trader’s business, which included
beauty and fitness centre chains. Conciliation also became more
difficult as the traders hesitated in offering settlement as a result of
the economic uncertainty brought by COVID-19. For cases with traders
refusing to resolve the dispute, the complainants would be advised to
seek redress via alternative channels, including civil legal action.

Upsurge in Complaints Relating to
Anti-epidemic Supplies

Since the onset of the fifth wave of the COVID-19 pandemic in early
2022, complaints concerning anti-epidemic supplies have spiked
sharply. Amid the severe outbreak, there was increasing demand from
the general public to purchase Rapid Antigen Test (RAT) kits for self-
testing. The Council received a total of 271 complaints related to RAT
kits in the first quarter of 2022, mainly regarding “Late / Non-delivery /
Loss” (67%) and “Quiality of Goods” (11%). As the pandemic persists, face
masks have become a daily necessity and the Council recorded 263 face
mask-related complaints in 2021-22, concerning “Late / Non-delivery /
Loss” (45%), “Quality of Goods” (17%) and “Price / Charges Dispute” (11%).

Disputes on Online Shopping Prevail

The COVID-19 pandemic and anti-epidemic measures have changed
the purchasing patterns of consumers. Triggered by the “stay-at-home
economy”, online shopping disputes reached a total of 8,207 cases that
accounted for almost 28% of the overall complaints. “Late / Non-delivery
/ Loss” (33%), “Sales Practices” (14%) and “Quality of Goods” (13%) were
the main issues covered by these complaints.

When shopping online, consumers need to be vigilant of the terms and
conditions of the offers to better understand their rights and obligations
under the contract. Consumers are also reminded to pay heed to the trader’s
background, such as whether they have a physical store or provide a valid
means of contact to avoid failure of delivery or even falling into sales traps.

Shop Closures and Economic Sentiment

The COVID-19 situation in Hong Kong in 2021-22
remained challenging and has taken a sharp economic
toll on the retail industry. In 2021-22, the Council received
a total of 1,832 complaint cases related to shop closures,
representing a sharp increase of 149% when compared
with that of the previous year (736 cases). Most of the
complaints concerned the closure of spa and beauty
chains (1,072 cases) and fitness centres (615 cases). In
view of economic uncertainty, consumers are reminded
to minimise high-value prepayment transactions.

According to the complaint statistics, unscrupulous and high pressure sales
tactics were prevalent in “Fitness Centres” (32 cases) and “Beauty Services”
(68 cases), but the successful resolution rate in these 2 sectors was only
55% and 60% respectively. Therefore, the Council will continue to monitor
the situation and advocate for the introduction of a mandatory cooling-
off period in the service contracts of these 2 industries, so as to deter
traders or their representatives from engaging in undesirable sales tactics.
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Fig. 1 Complaint Trends in the Past 3 Years
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Fig. 2 Top 10 Consumer Complaints by Industry in 2021-22
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Fig. 3 Nature of Consumer Complaints in 2021-22
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Fig. 4 Resolution Rate of Cases with Pursuable Grounds in 2021-22
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Top 5 Complaint Categories

1. Electrical Appliances

Electrical appliances recorded 2,738 complaint cases in 2021-22, a
28% YoY upsurge, making it the top among all complaint categories -
probably as a result of more time spent at home during the pandemic.
The top 3 most complained-about appliances were the same as last
year, namely air conditioners (15%), television sets (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.

2. Foods & Entertainment Services

“Foods & Entertainment Services” ranked second with 2,498 complaint
cases, representing a YoY increase of 57%. Restaurants (33%), online
foods delivery services (28%) and fast food outlets (15%) were the most
common subjects of complaint. Among all these complaints, “Price
Dispute” accounted for 20% while another 19% were related to “Quality
of Services” and 18% for “Variation / Termination of Contract”.

3. Telecommunication Services

Complaints against telecommunication services remained in third place
with a total of 2,224 cases recorded. Close to half of the complaints
involved mobile phone services (47%) while Internet services accounted
for 31%. The complaint nature was mainly related to “Price Dispute”
(30%), followed by “Variation / Termination of Contract” (25%) and “Quality
of Services” (24%).

4. Beauty Services

Beauty services related complaints surged 168% YoY from 800 cases
to 2,142 cases, making it the fourth-highest category in 2021-22. The
sudden closure of 3 spa and beauty chains was a main source with 1,072
complaints, accounting for half of this category. Apart from cases related
to shop closures, 18% (384 cases) and 12% (247 cases) were related to
“Sales Practices” and “Quality of Services"” respectively.
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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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5. Travel Matters

Travel plans were still disrupted due to the pandemic in 2021-22 with
1,299 complaints recorded. Among these, complaints related to air
tickets (569 cases) accounted for 44%. “Hotel Booking” had the second-
highest volume of complaints, with a total of 346 cases (27%) recorded.
The most noticeable types of complaint nature were “Variation /
Termination of Contract” and “Price Dispute” with 503 and 406 cases
received individually, constituting 39% and 31% respectively of all “Travel
Matters” complaints.

Launch of the Elderly Hotline to Strengthen
Consumer Protection for Senior Citizens

To foster an age-friendly consumption environment especially amidst
the ageing population, it is vital to provide a convenient and accessible
channel for elderly consumers to make enquiries and seek help when
consumer issues and disputes arise.

In light of the above, the Council has officially launched the Elderly
Hotline — 2110 2288 — in January 2022. This is the first ever hotline
established by the Council for a dedicated consumer group, with the
aim to provide user-friendly and direct customer service for elderly
consumers, allowing them to easily access the Council’s services from
home or anywhere. Senior citizens can call the Elderly Hotline when they
encounter consumption disputes or wish to make enquiries relating
to consumer issues, and the Council will endeavour to help resolve
disputes between the consumer and trader through conciliation.

To enhance accessibility based on the elderly’s needs, this brand new

hotline is purposely designed to reduce the number of steps or buttons

to press before the caller is patched through to the Council’s staff,
reducing it down to only the language selection and input of age
range. With enhanced accessibility to seek help, senior citizens can
be better empowered to protect themselves.
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