DISSEMINATING CONSUMER INFORMATION
BiEHEMR

The paradigm shift towards a digital world means that digital and social media platforms have become
essential for disseminating timely information to the public and reaching the widest spectrum of

consumers, especially the younger age groups. Embracing the new normal, the Council has charted
new horizons in digital transformation and achieved a number of breakthroughs in e-communications
in recent years. After introducing a sparkling new official website integrated with eCHOICE in the past
reporting vear, the Council's WeChat Official Account was launched during the year under review,

providing easily accessible information and tools for consumers on both sides of the border. The
Consumer Rights Reporting Awards, a prestigious industry award, wrapped up its first edition since the
pioneering revamp. At the same time, the Council's iconic monthly CHOICE Magazine continues to

serve as Hong Kong's most authoritative source for consumer tips. In terms of press conferences, the

Council has maintained an agile and flexible policy, ready to switch between online and face-to-face
format according to the prevailing pandemic situation.
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CHOICE Magazine GEEY BT

CHOICE Magazine is an independent, impartial and authoritative consumer CREY BTN 1976 FAIT  —MEARAEE
guide, widely recognised as a source of trusted and reliable information since 7~ MM BREMAADEETER © ~oH
it was first published in 1976. To uphold its authority and credibility, CHOICE BEREAIGHMAIENEN - REAEEE K

Magazine does not accept any
advertisements or commercial

contributions in any form. The
monthly publication covers test |
reports, surveys, in-depth studies [

on a diverse range of consumer &

goods and services, and complaint
cases.
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The overall sales of the printed version of CHOICE Magazine recorded
190,497 copies in the 2022-23 reporting period, making it one of the
bestselling monthlies in the city despite seeing an inevitable disruption in
sales over the past 3 years due to the pandemic. Sales were split rather
evenly between subscriptions and retail sales via outlets, such as newsstands
and convenience stores. The relaxation of social distancing measures at the
Hong Kong Book Fair 2022 had favourably affected the subscription rate,
which increased by 11.6% (1,202 copies) compared with the previous year.
However, the market situation was much more challenging in the latter half
of the year, believed to be the outcome of increased outbound travel due to
the reopening of borders and lifting of COVID-19 restrictions worldwide, on

top of a gloomy economic outlook.

To meet the Council’s spirit of sustainability, subscription at the Book Fair
went almost fully paperless and was transacted mainly via digital payment
methods — Octopus and PayMe. As a result, an 85% cashless rate was
recorded across all transactions, with 53% of the payments settled by
Octopus, 26% by PayMe, and only 15% in cash.
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Featured a cover story on edible oils found to contain harmful contaminants and genotoxic carcinogens
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Published a test report on coloured/patterned disposable masks and featured the

popular girl group COLLAR as the cover stars
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Covered a report on fish oil supplements
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Launch of WeChat Official Account

The WeChat Official Account of the Council was launched on 1 June 2022,
serving as a handy “consumption encyclopaedia” for locals and tourists alike with
a broad range of objective and practical consumption information and tools.
Considering the popularity of WeChat, which currently has over 1.2 billion
active users globally and over 4 million users in Hong Kong, the official account
could effectively strengthen communication and connection with WeChat users

on both sides of the border; empowering them to be smart consumers.
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Major Highlights

450 free “Shopping Guide” articles
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Articles on hot consumption topics covering all aspects of daily life

Price comparison tools for smart shopping, e.g. “Online Price Watch”

Complaint status checking function and remote submission of supplementary information
(see chapter “Resolving Disputes Between Consumers and Businesses” for more)
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Supported by a range of online promotions and stakeholders’ communication
in both Hong Kong and the Mainland, the WeChat account acquired 876
followers on the day of launch. The total number of followers reached 11,402
in the reporting year, mainly contributed by Offline Account Follow Ads and
wall games which were proven successful for follower growth.

Since its launch, a total of 81 feeds were posted, among which the introduction
of the Council's complaint channels gained the highest readership, followed by
the wall games for the WeChat account launch and Book Fair: After the launch
period, the most popular topics were health tips related to food and cooking,
such as peanuts and coffee.
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Informing and Interacting with Consumers Through Multimedia Platforms

ZERTFEPEEN 2HAUEEEERY

The Council's refreshed website and social media channels remain as the most important channels for the public to learn about the latest

consumption information from the Council.
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MERR CEE) XEREE
T YoY #ZEFt+ +21.8%

Page Views for “Shopping Guide”
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During the year under review, a total of 65 Shopping Guide articles, 58 videos
and 62 infographics were produced to enrich the new website's content on top
of the regular CHOICE articles. Page view peaks
were seen on several popular CHOICE topics, in
particular the test report on single-use coloured or
patterned face masks in August 2022, and fish oil
supplements in November 2022. In terms of the
“Shopping Guide” section providing easy-to-digest 7. **=
“Health *
and Beauty”, “Home Appliances” and “Food and

informative content across 9 categories,

Cooking” were the most popular content types.

The number of followers for the CHOICE . ™
Facebook page continued to grow. Among the [z
posts published, infographics related to daily
life trivia and products had the highest

engagement rates, including caffeine, dining T
out jargon, and light bulbs. To enhance the
interaction with followers, a total of 6 wall

games were held with various giveaways.
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The Council's YouTube channel continues to offer a wealth of information for AREH YouTube EESEEFEAHBEBIRM—

consumers.Videos include CHOICE Magazine highlights, test report findings, past ZEBEMHEBNER  RAEHE CEE) BTBS
events and activities. 2O NESmERRIREER
000 Video Featuring the Most Celebrities:
COLLAR X Coloured and Patterned Face Masks
= E3Youlube™ Q) e = O BZRASHEBERER:
{ COLLAR X REIFEE - EZROEMAEZERE)

Best-performing Video: Test on
25 Non-Stick Frying Pans
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Supporting Anti-epidemic Efforts and Issues of TEBEIE REBHEES

Consumer Interest g
The fifth wave of the pandemic, which broke out in early 2022, persisted B OIRHIEREIER 2022 FOEBE > NEAKREK
largely through the reporting year. To continue supporting the public to FiE - REEIRARTE ASREBINRE
combat the virus, the Council remained highly diligent in information provision RERANTEEN UBEAREHMIGEE -
and educating the public to make informed choices.

BbsEEN
Disseminating Information on Combatting COVID-19 RAREFE  ASEEEHR (BORE) &
The Council continued to update its "' Together; We Fight COVID-19" webpage B EEESEHEENERARARAERE
throughout the year. The page serves as a content hub to consolidate virus- BEREXE  HEBEER 2B THERNE
prevention information including free articles, consumer alerts, free download BB ENE -

materials and corresponding Government information regarding COVID-19.
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In January 2023, the launch of the “Search Tool for Registered Over-the-counter MRV SRR BB SR - WEBH Fﬁﬁj
Pharmaceutical Products Containing Faracetamol” was accompanied by publicity KB AmHEE  DEREHEENTR
including a press release and media briefing, reflecting the Council's swift action in BE - FF - ARG 2022 F 3 BEHN " Z:
responding to the public’s most pressing needs and concerns. At the same time, Rt @R ATNRENRAADRELTE ) T
the “Search Tool for Rapid Antigen Test (RAT) Kits Approved for Use by Various R AEERUAEMEFIEN - #BH
Regions’ launched by the Council in March 2022 continued to serve as a reliable BERHRERATRENAHNE - F#FITS
and updated database to help consumers verify and select suitable RAT kits. See B T RSHERMRSRNEER, -

chapter “Collecting Market Information on Goods and Services” for more.

“Together, We Fight COVID-19”Webpage {(ZbHifE) BE

Aggregate figures since launch in 2020
B 2020 FRIARRE

Reporting Year &5 &
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Responding to Pandemic-related Service Issues

Various social distancing measures and travel requirements remained in effect
for intermittent but long periods of the reporting year, such as dining restrictions,
quarantine, circuit breaker mechanism, etc. Towards late 2022 and early 2023,
uncertainties and occasional changes to travel restrictions imposed by other
countries, as well as the changes in inbound quarantine requirements to cope
with the pandemic situation, led to flight cancellations and price changes,
quarantine hotel scalping and service disputes. Marking an official end to all social
distancing measures, the HKSAR Government eventually announced the lifting
of the mask mandate with effect from 1 March 2023.The subsequent surge in
both inbound and outbound travel gave rise to a renewed round of complaints
and media enquiries.

Meanwhile, as the pandemic battered the economy, a number of companies
closed their businesses during the year, including several major chains. Many
consumers were unable to use up their prepaid vouchers before the trader
ceased operation. The Council received media enquiries regarding the abrupt
closures of the renowned and iconic travel agency Hong Thai Travel Services,
bakery chain Crostini, and several fitness centres (4ward Fitness, VO?2 Fitness &
Martial Arts Centre, and Fitlab).

The Council swiftly responded to a host of pressing consumer concerns via
media interviews and press statements, urging merchants to disclose the
arrangements on their websites or social platforms, and promptly contact
affected customers for settlement. Consumers were reminded of the risks
associated with prepayment purchases as well as to keep relevant record to
recover prepayment through chargeback mechanism in case of shop closures.
The Council also reminded traders of the possible violation of the Trade
Descriptions Ordinance for wrongly accepting payment.

Since the resumption of cross-border travel brought an influx of tourists, there
has been an unwelcome resurgence of sales malpractices, especially those
happening at Chinese pharmacies mainly targeting visitors from the Mainland.
These malpractices included the misleading use of pricing units for Chinese
medicine then pressuring consumers to complete the purchase, as well as price
discrimination against tourists speaking Putonghua. The Council has consistently
received related media enquiries since February 2023 and responded with press
statements and interviews urging the industry to step up monitoring and traders

to be more self-disciplined, so as not to damage Hong Kong's reputation as a

shopping paradise.
Sales Malpractices
PRIFEFE
Flight
Cancellations
R HEEE

Shop Closure
&SR

. Disseminating Consumer Information EEEEE

[E] FE B % 1B AE AR AR P 45 BR

PRE—F  ZIEE B i M R 2R 5 B
MBEERE  BERFE BPEEREERA
PRGN B ML TR, o KRB
2022 & ~ 2023 447 - H MBI R AT M0 RI IR
BRG] LERBPINEREEREBEEZEIS
M IREE S AEESER  EEMITEUY - #
ZEREE TEF VERREERERE R
BN SESEHE - BESSFeBURERT
2023 3 A 1 B2 EREEET A R HRE O
EMER  ERHEMEARERERERER
BRI ABBERNEUE - 518 T H—@HmATHE
BRI EEEN o

R HREIEERKE - B RAEHEER
ANADE P NERNEESSE RO HE
BERENBLARRN  AEHBEEREXER -
AEREBERBELECANERRITH - &
$H B I Crostini > MU R BB E S &0 (4ward
Fitness » VO2 Fitness & Martial Arts Centre #
Fitlab ) ZESAAEZEMEA -

REZREREESRMBMMTEER  AZEE
Y HEEN—RIBIREIMNZESE WKL
PP ERRS R TE EATRAEBE R A
LEMBEZZENTFIRERE - ETRTIE
EHBEEIRRRMUEENRAR  CRERER
BaNNKEREERE  LUEB-—BFEER
AEBERFRREHIEBRLE/MRIE  A8F
RRERF  FAEMEINRAUTEER
(GEEREE SR

e TEE ) RIREENE  AREEFE
RNEMBINER  FHIREEHHEAMKERN
MARMEETER - 81 "TE8m, RRBEH
BEEBEEN  LLHELTEFENIRENER
BRRE o B 2023 FF 2 B LUK AgEEE
HEMEEEN - MR BN EE RN
EHREIE - HEXRAMREE - FETERFE
BEMBER LRBEEEEFER TBYURE

GES B

Prepayment
Consumption

RS

Service Disputes

BRI

SHEEZRS® 2022-23 F3 95




Empowering Consumers Through the Mass Media

Thanks to the support of the mass media, the Council is often on the public’s
mind. For many vyears, the Council has organised extensive media programmes
and campaigns, notably the monthly CHOICE press conference, which flexibly
switched between live-stream and in-person format in the past year based
on the prevailing social distancing measures, and countless interviews to keep

consumers informed about, and alert to, what was happening in the marketplace.
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During the year, the Council issued press releases and statements covering
selected topics published in CHOICE Magazine as well as responding to a host
of media enquiries related to significant consumer issues, such as the surrender
of pay TV licence by Cable TV, as well as the change in the “Breathing Mortgage
Plan” offered to buyers of the residential property project The Vertex, which
gave rise to scores of complaints by vexed consumers. Through proactive
media engagement, the Council was able to publish timely cautionary advice to

consumers whenever an issue arose.

In the year under review, the Council partnered with various media networks
for multi-episode or regular monthly features, including 4 weekly episodes in
Radio Television Hong Kong's (RTHK) TV programme “The Elderly Series”
(& L BE W) covering topics related to elderly consumer interest such as
practical anti-epidemic tips, nutritional value of foods, online shopping and live-
stream e-commerce. Other monthly features include RTHK's TV programme
“Hong Kong United” (5t %% 7 ), and radio programmes “Happy Daily” (
v B $] ) and “Money Talk". Positive media relations and
desired publicity outcomes were achieved throughout the %ﬁ e -
reporting year through press interviews and appearances
on a combination of print, electronic and online channels,
such as the TVB's “News Magazine” ( #TE#548 ) and English
programme “Money Matters”, Now TV's “News Magazine”
(B2 J5f1), Cable TV's “Lets Talk” (B
B B 5 8), CRHK's “Saturday Forum” ( X
& 2 H /X)), Metro Finance's “Roadmap to
Knowledge Economy” (BIHIFRE ), as well as
exclusive interviews with the Chairman and/
or the Chief Executive by RTHK's “Letter to
Hong Kong” ( & # K & ), the Law Society
of Hong Kong's official journal “Hong Kong Lawyer (& S#EEN ),
HKO1, People's Daily ( AE#R ), Oriental Daily, etc.
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Top 10 Consumer News — Year of the Tiger RETXKHEEHE

Entering its 19th year since its launch in 2005, the Top 10 Consumer News FHAOHERTE ) 28 E 2005 4L - EARF
voting campaign was held with the continued support from media partners EEEAZE 19 [B4FE @ FEEESS 7 (e
HKO1, Hong Kong Economic Times, i-Cable News, RTHK, SkyPost, TOPick and BIERENIE BB 0 - EBKERR B
U Magazine. As society started to get back on track with the easing of the WAE - BBES ~ B, TOPick M U BT -
pandemic, the resuft announcement and awards presentation ceremony resumed BEERBEN  HEFSER  FBINERA
in-person format at the Council headquarters after being live-streamed for the MERRAREREMTEEN L EEET R
past 2 years. KIMEBREN  BHESRTRIGRT -

The top 10 news stories? reflected consumers’ key concerns and hot NETRIHTERE ° TR T HEETLREF
consumption topics during the reporting year, including the online RAT search EANREINZENAITHERY - EhASH
tool launched by the Council ranking seventh. HRE bR B2 B s R aE L -
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Top 10 Consumer News — Year of the Tiger
Voting Results EHEIER

Plastic Bag Levy Raised to $1 Frozen/Chilled Foodstuff No Longer Exempt ,
BRHEME 1Tt LAEERTEHR votes =

Controversial $30,000 Compensation Imposed on Boy Knocking Over “Teletubby” Figure
Trader Refunded and Apologised
BERBXREE BIEEAR IBEFRE BEARERITE

3,315

votes Z

70% Surge in Outbound Travellers First Month After “0+3” in Effect

HK Express Abruptly Cancels Multiple Flights with Tickets Sold \?étl?“—z
TO+3, AWMERHIRARIE 7 k.  FRRERIVES VIS EHREMIE -

Consumer News Hot Topics Results FREHEHEIRERLR

“Most Gratifying” News " S KIRAD 1 FiE
Rent Control Law Takes Effect
First Landlord Fined $5,000 After Pleading Guilty to Overcharging Subdivided-flat 2633
Tenant for Water 19V
HEREILEN BEREREEFKER votes =
FEERIHFIF 5000 JT
“Most Liked” News " R{E:E  #iE

Inconsistent RAT Quality Sparks 48 Complaint Cases
Consumer Council Launches Online Search Tool for Speedy Approved List Reference 2, ]20

RAEBEERMELI 48 R votes =
HESER s — ﬁﬁﬂ%ﬂw@_f% =)

“Most Outrageous” News "

1 FhE

Controversial $30,000 Compensation Imposed on Boy Knocklng Over' Teletubby Figure
Trader Refunded and Apologised 3,308
FEREK "TRIREE B, REER 3 BEEH votes

JETTHEIRFRER

9. Visit https//www.consumer.org.hk/en/press-release/top10_tiger or scan the QR code for the voting results of the Top 10 Consumer News —

Year of the Tiger.
EETEBHEER 7588 https//www.consumerorghk/tc/press-release/top10_tiger » S _H#EHS o
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Consumer Rights Reporting Awards

The 22nd Consumer Rights Reporting Awards (CRRA), the first edition
since a noteworthy revamp announced in early 2022, concluded with a
presentation ceremony officiated by the Secretary for Commerce and Economic
Development, The Honourable Algernon Yau Ying-wah, | on 24 November
2022. Now organised independently by the Council, the CRRA has long been a
signature annual event within Hong Kong's media industry and received a record-
breaking 317 entries in the reporting year, from 40 media networks, social media
platforms, and local colleges and universities, including 8 media organisations

which participated for the first time ever.

The 3 groundbreaking changes and new features included restructured
categories with a newly added “Topical Reporting Award"; introduction of the
“Best Use of Social Media in Consumer Advocacy” category to encourage all-
rounded media coverage of consumer news to further enhance the public’s
awareness of consumer rights; as well as piloting of public voting mechanism
for 2 awards (“News Photography Award” and “Tertiary Student Journalism
Award"), whereas the cash prize was also doubled. The innovations echoed the
paradigm shift towards social media journalism and contemporary mode of news

dissemination.

Shortly thereafter, applications for the 23rd CRRA opened in March 2023,
inviting entries for 9 award categories, including the brand new “Topical
Reporting Award” with “Protecting Consumers Under E-commerce” as the
selected topic for 2022. The topic for 2023 was simultaneously announced to
be "How the Application of Innovation and Technology is Impacting Consumers”,

applicable to submissions for the 24th CRRA next year.
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Awards Presented at the 22nd CRRA® £ 22 [E¥RiEIE/EEEHEIF °

7 Gold Awards {E £
7 Silver Awards
4 7
8 Bronze Awards
Awards EEEES
{E4E1E 6 Merit Awards
EEER
“Best Use of Social Media in Consumer Advocacy” "RIEEEEEBERIHZTE |
3 “Best Audience Engagement” Awards " BRI EFS3 ERHE |
8 1 “Best Presentation” Award " R{EREFRIFE
Categories .
BRI 1 “Grand Prize” "siKEg

‘I Grand Award
1B TEEKRE

The Honourable Algernon Yau Ying-wah, Secretary for Commerce
and Economic Development views the exhibit of winning entries,
accompanied by Mr Clement Chan Kam-wing, Chairman of the
Consumer Council, and Ms Gilly Wong Fung-han, Chief Executive of
the Consumer Council.

FTREEABENRRERRRRROEREEEMEGSZERRR
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Mr Clement Chan Kam-wing, Chairman of the Consumer Council Mr Eddie Cheung Kwok-choi, Director of Broadcasting, and adjudicator
presents the “Feature Writing Award", accompanied by Ms Gilly Wong Mr Shun Chi-ming present the “Best Use of Social Media in Consumer
Fung-han, Chief Executive of the Consumer Council. Advocacy” award.
HEGHRBFEERBLIRREERBLAKLEMBERT " EES ERRRREMEEMTESERLERBRRRT " REGHEE
B, I5EEE - S HRTE ) NEERE -

10. Visit https://www.consumer.org.hk/en/press-release/consumer-rights-reporting-awards-2022 or scan the QR code for more information
on the 22nd CRRA.
FLEBFENEBERZTEREZNEM 75 % B https//www.consumerorghk/tc/press-release/consumer-rights-reporting-
awards-2022 » SR S ©
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