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COMMENDATIONS AND COMPLIMENTS
FRaT o R

The Council is grateful to receive hundreds of messages of support from CHOICE Magazine readers,
followers of its social media channels and other sources each year, expressing thanks for the Council’s

\ . consumer advice or efforts in complaints resolution. Awards from authoritative bodies also give
recognition to the Council's achievements in various operational dimensions, such as governance and
talent development. Apart from providing assurance that the Council is meeting public expectations,
these commendations and compliments are an invaluable boost for staffs morale and pride in their
mission of protecting and empowering consumers in Hong Kong.
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Directors of the Year Awards 2022 2022 FEBRHESRER /
The Board of Consumer Council is greatly honoured to receive the HESERAEER " 2022FEHHEES
Directors of the Year Awards by the Hong Kong Institute of Directors. The 2, BEEARERDIBEAG —BLIKRHER
prestigious award is profound recognition of the Council's longstanding ENEBE RNBNREHEE SN I
commitment to strong corporate governance and dedication to consumer R EHRKELADIEERBEELFR
protection. It also celebrates the effort of all former members of the Council NS ZESRUBBHIRER S BORH
over the years. To uphold high standards for corporate governance, the T BERR RRER - aRMAEERT
Council Members play a critical and active role in the strategic planning, B EE—REEZEREHNEE DIERAS o\
policy development, decision making, risk management, compliance and EATRIEIEE S \

internal control of the Council.

HKloD 25th Anniversary Dinner

cum Presentation of Directors Of The Year Awards
Wednesday 23 November 2022
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The Ombudsman’s Awards 2022 )

The Council was delighted for 2 of its staff to receive the w HRER RS
Ombudsman’s Awards in 2022, for the tenth consecutive THE o i

year. Mr CHAN Tsz-on, Senior Complaints & Advice
Officer, and Ms Katy HA Hiu-tung, Complaints & Advice
Officer, were presented with the Award this year in
recognition of their exceptional performance in customer

service and handling consumer complaints.
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. Good MPF Employer Award 2021-22
(ﬁﬁﬁiﬁﬁ,ﬂ;,o, The Council was presented with the Good MPF Employer 5 Years+ and

MPF Support Award under the captioned scheme, organised annually by

the Mandatory Provident Fund Schemes Authority to give recognition
Consumer Council . . . .
to employers who strive to enhance retirement protection for their

HREERE
employees.
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Best Annual Reports Awards 2022 .

, maE menT association  HIK -
The Council's Annual Report 2020-21 was awarded the l':'.-'""£'- ; ;;'SETH&N&I;?P;EP&O»;?;?SMRDS o ; IM_-\_ SHANGRILA
“Excellence Award for Small Size Entries” of the Hong Kong g Erallance Award for Sl S Fnties
Management Association’s Best Annual Reports Awards. This =i# Cons ¢

annual competition aims to encourage the publication of
timely, accurate, informative and well-presented annual reports
and to recognise and honour the organisations for their

exemplary achievement in producing such reports.
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Words of Thanks

The Council deeply appreciates the positive feedback from consumers and
readers of CHOICE Magazine in recognition of the professionalism of our staff.
Positive sentiment from the audience of the Council’s 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)
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Case Highlight
[EESE2

The complainant purchased a foldable treadmill from an online shop and
received the damaged machine on 25 April 2022. As no contact number for
the online shop was available, the complainant paid a visit to the shop's office
2 days later, during which his phone number was recorded, and the shop
promised to arrange a replacement.

However, the complainant was unsuccessful in obtaining a replacement and
called the Council's hotline on 5 May 2022 to lodge a complaint. He spoke with
Advice Assistant Ms Chan, who was concerned about potential delays from the
shop and assured the complainant that the case would be handled promptly. The
case was then assigned to Complaints Officer Ms Ha, and after her conciliation,
the complainant received a new machine on 21 May 2022. The complainant
expressed his appreciation to the Council via email for the prompt assistance
provided by Ms Chan and Ms Ha in resolving the matter.
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Case Highlight
(EESEE

The complainant, a retiree, called the telecom company to terminate his fixed
line contract, which was due to end in August 2022 and sent the required
termination form to the company in July to comply with the T-month notice
period. However, in September; he received a bill of $238 from the company,
which he paid, believing it to be the final bill. When the complainant contacted
the company to inquire about the issue, he was told that no termination
form had been received. Despite submitting the termination form again in
October, the complainant continued to receive bills, including a new one for
$446 in November. As a result, he lodged a complaint with the Council on
7 November 2022. After conciliation by the Council's Complaints Officer Ms
Yip, the telecom company agreed to waive the disputed sum of $446.

The complainant sent a thank you card to express gratitude to Ms Yip for her

efficient assistance and care for consumers.
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Case Highlight
(EESEE

The complainant, a Mainland tourist, ordered around HK$20,000 worth of

eye cream and face cream from a Korean brand when visiting Hong Kong
in November 2021. The shop promised to send the products to her in
the Mainland. However, when she received the products, the packaging was
different from what was shown during the purchase. Questioning the products’
authenticity, the complainant requested a full refund from the shop, who agreed
to it after negotiations. Due to the pandemic, the complainant could not visit
Hong Kong again to receive the refund. In January 2022, the complainant
approached the Guangdong Consumer Council for assistance, which referred the
case to the Council. Complaints Officer Ms Chiu handled the case initially and
managed to reach a resolution, but due to disruptions in courier services caused
by the pandemic, the products return and refund process was delayed for several
months. In June 2022, Complaints Officer Ms Tsang took over the case and
liaised with both parties to arrange the return and refund, which the complainant
confirmed to have received later that month.

The complainant sent a plague to the Council in August to express her gratitude

for the Council's assistance in resolving the matter amicably.
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. Commendations and Compliments B FELRLS

Dear Ms Ng,

Very pleased to inform you that the refund was
successfully transferred to my bank account.
Without your professional help, | do expect that

the refund process would take an unreasonable
time. Your effort is highly appreciated. Please Mk
EMFFRAROTEIC  WEHEEE

accept my heartfelt thanks to you and your

division members.
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