RESOLVING DISPUTES BETWEEN
CONSUMERS AND BUSINESSES
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Despite not being a law enforcement agency holding investigative powers, the
Council provides highly accessible consumer complaints services and supports
consumers’ right to seek redress when disputes arise by means of conciliation, with
a view to assisting both consumers and traders to reach a settlement. Information
obtained from consumer complaints not only helps the Council to monitor the
marketplace and issue timely alerts to the public, but also facilitates the Council’s
close liaison and exchange of information with different authorities to combat
unscrupulous trade practices.
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In 2022-23, the Council received 60,823 enquiries and 31,996 complaints,
representing year-on-year (YoY) changes of -7% and +10% respectively. 88% of

the enquiries were received by phone, whereas digital channels, including e-form
and email, continued to be the most popular avenues for lodging complaints,
accounting for 79% of the total number:
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Overview and Trends

As the COVID-19 situation fluctuated during the reporting year and
eventually eased towards early 2023, changes in consumption behaviour
were reflected through complaint trends. For example, complaints related
to internet shopping surged significantly (+68%), “Food & Entertainment
Services” rose by 29%, while electrical appliances saw a record-high number
of complaints (3,009 cases), largely due to consumers spending more time
at home in 2022, driving up the demand for online shopping, food delivery
and use of home appliances. As borders reopened in early 2023, complaints
relating to “Travel Matters” recorded a steep rebound of 158% YoY, making it
the top complaint category in 2022-23.

Over the past 3 years, the disruption to traders’ business brought about by the
pandemic and increasing complexity of online consumer disputes increased the
difficulties of conciliation. The Council was able to achieve a 64% resolution rate
for cases with pursuable grounds in 2022-23. In general, if traders refused to
settle the case through conciliation, the complainants would be advised to seek

redress via alternative channels, including civil legal action.
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Online Shopping Complaints Steep Upsurge in Online Shopping Complaints
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In recent years, one of the most prominent changes in consumer behaviours
is probably their receptiveness to online shopping, resulting in a sharp rise in
related complaints across a wide range of consumer goods and services. Internet
shopping complaints (14,163 cases) accounted for 44% of the total complaints
in 2022-23, a notable 68% YoY surge. The top 3 categories were “Travel
Matters” (2,323 cases), “Food & Entertainment Services” (1,891 cases) and
“Clothing & Apparel” (1,260 cases). Consumers are reminded to stay vigilant
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and rational when shopping online, to make it a habit to always read data privacy
policies, terms and conditions, select reputable online shopping platforms while

avoiding impulse purchases, and to be mindful of the impact to the environment.

44% of the total complaints
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Continuous Development

Enhancement of Communication Channels

The Council is dedicated to expanding and enhancing its services through
strengthening its communication channels. Further to the launch of the
Council's WeChat official account on 1 June 2022 (see chapter Disseminating
Consumer Information for more), new functions have been added in 2023
that allow complainants to check the progress of their complaint cases and
submit supplementary documents remotely, providing greater convenience for

consumers.

Development of an Online Dispute Resolution Platform

The rapid technological advancement in recent years, while in part giving rise to
higher complaint volumes in online shopping, at the same time provides more
reliable digital technology and electronic means for resolving disputes. To meet
the growing demand and raised expectations of the public for more efficient
and effective complaint handling, the Council is developing an online dispute
resolution platform to handle consumer complaints in a cost-effective and time-

efficient way.

Fig.1 Complaint Trends in the Past 3 Years
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Fig.3 Nature of Consumer Complaints in 2022-23
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Fig.4 Resolution Rate of Cases with Pursuable Grounds in 2022-23
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3. Anonymous complaints, cases with insufficient information, and complaints outside the Council’s terms of reference are in general non-pursuable.
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Top 5 Complaint Categories
1. Travel Matters

The year under review saw the resumption of cross-boundary and international
travel since the pandemic first upended global travel. Complaints related to
“Travel Matters” spiked by 158% to 3,341 cases and jumped to first place in
2022-23 with 70% being online shopping complaints. Among this, over 80%
were related to air tickets (45%) and hotel booking services (38%). Complaints
in this category were mostly about the variation / termination of contract (39%)
and price disputes (34%).

2. Food & Entertainment Services

Online food delivery demands have been consistently on the rise in recent
years, resulting in a 29% YoY surge in complaints for the “Food & Entertainment
Services” category from 2,498 cases to 3,218 cases, ranking second in the
year under review. The most common complaints involved online food delivery
services (34%), and restaurants (29%), whereas the complaint nature was mainly

related to late / non-delivery of services (28%) and price disputes (21%).

3. Electrical Appliances

Complaints about “Electrical Appliances”, despite descending from the top spot
in 2021-22 to third place in 2022-23, the volume (3,009 cases) still saw a
10% YoY increase and was in fact a record-high figure, likely due to consumers
spending more time at home during the pandemic and appliances being used
and worn out more. The top 3 most complained-about appliances were the
same as last year; namely air conditioners (14%), television sets (11%) and
washing machines (10%). Repair and maintenance (29%) and quality of goods
(27%) were the main areas of concern.

4. Telecommunication Services

Consumer complaints involving “Telecommunication Services” recorded
2,340 cases, representing a YoY increase of 5%. Over 70% of the complaints
stemmed from mobile phone services (42%) and internet services (31%).
Concerns about price disputes (33%) and variation / termination of contract

(27%) together accounted for more than half of the complaints.

5. Clothing & Apparel

There were 1,745 cases relating to “Clothing & Apparel”, representing a
whopping YoY increase of 41%.The largest volume of complaints was about
ready-made clothing and apparel (39%), followed by handbags (27%) and shoes
(17%). The nature of complaints mainly involved quality of goods (30%) and
late/non-delivery/loss (21%). Among the complaints in this category, 72% were

online shopping complaints.
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