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The Council is always greatly encouraged by the hundreds of messages of support it receives each
year from the public, readers of CHOICE Magazine, and from its social media followers, expressing
thanks for the Council's consumer advice or help in resolving complaints. Apart from providing
assurance that the Council is meeting public expectations, these commendations and compliments

serve a valuable role in boosting staff's morale and pride in their mission of protecting and

empowering Hong Kong consumers.
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The Ombudsman’s Awards 2021

The Council was honoured for its staff to receive the
Ombudsman’s Awards in 2021, for the ninth consecutive year.
Ms Evelyn NGAN Chui-shan and Mr Manson LI Ka-ming, both
Complaints & Advice Officers, were presented with the Award
this year in recognition of their exceptional performance in
customer service and handling consumer complaints.
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Jockey Club Age-friendly City
Partnership Scheme 2020

The Council received the Age-friendly Collaborator Award of
the subject scheme' at the Age-friendly City International
Conference cum City Partnership Scheme Award Presentation
Ceremony in June 2021, in recognition of its contribution to
consumer education for senior citizens over the years.
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Words of Thanks

The Council is grateful for the positive feedback from consumers and
readers of CHOICE Magazine in recognition of the professionalism of
our staff. Positive sentiment from the audience of various social media
channels is also highly appreciated. Selected examples are shown below:

(Note: The following messages from complainants have been edited to enhance
readability and comprehension)

Case Highlight
BEREH

The complainant visited a beauty centre to try out a $130 trial facial
treatment promoted online. Once there, however, she was told
that her skin condition was unsuitable for the trial treatment and
was recommended another package by the staff. During one of the
later treatment sessions, a few staff members and the beautician
commented badly on her skin condition and she was coerced to sign
a new service contract worth $50,400. Being unsuccessful with her
subsequent request to cancel the contract, she sought help from
the Council.

Upon review of the CCTV footage of the sales process, the
complainant believed that some scenes were covered intentionally
to the trader’s advantage and no settlement could be reached. She
thus filed a CLAF application, and then a claim with the Small Claims
Tribunal (SCT). With the guidance of the Council’'s Complaints Officer
Ms Hon, and Mr Cheng from the Legal Affairs Division, a favourable
out-of-court settlement was reached just before the SCT hearing
commenced and she got a refund of around $50,000 from the
beauty centre.
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The complainant, who represented a group of tour
members who paid $29,800 each to join an 8-day tour to
Iceland, lodged a complaint with the Council after the trip
and requested a partial refund for the poor arrangement.
As the original flight was re-scheduled and the whole tour
was shortened, they could not visit the glacier and missed
the aurora tour which were the major attractions of the
tour.

Despite the effort made by the Council’s Senior Complaints
Officer Mr So, the travel agent refused to settle the matter
with the complainant. Mr So then advised the complainant
to file a claim with the SCT and guided them through the
whole process that lasted for more than a year. Finally, the
complainant and other tour members reached a settlement
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with the travel agentin the SCT.

Case Highlight
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The complainant, who is suffering from sleep apnea,
purchased a ventilator from an authorised dealer
in October 2020 for $11,980. However, he found the
ventilator uncomfortable during use and manifested
the symptoms of headache and stuffy nose, though he
had followed the instructions advised by the dealer.

In June 2021, the complainant was shocked to learn
about the global recall of the ventilators due to
potential health risk. He later confirmed that the model
which he had been using for a few months was one
of the models on the recall list. Although the dealer
had promised him to replace the sound-proof foam in
August 2021, the replacement was deferred repeatedly.
After rounds of conciliation for 4 months, the Council’s
Complaints Officer Mr Wong successfully urged the
dealer to replace a new ventilator for the complainant.
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thank you for your information and prompt report
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