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Consumer Protection Beyond Gold

It is with great honour and enthusiasm that | assume the role
of Chief Executive! of the Consumer Council. From the outset,
| have been deeply inspired by the Council's unwavering
commitment to advocating for consumer rights in an ever-
evolving marketplace in the past 50 years — a mission that
resonates powerfully with my own values and experiences.

While my career has spanned diverse sectors, the common
thread has been building resilient systems, fostering
partnerships, and navigating complex regulatory landscapes.
These experiences have equipped me to uphold the Council's
independence and transparency while ensuring agility in
addressing emerging challenges. Beyond Hong Kong, my
previous work in the Mainland and international markets has
reinforced the importance of cross-border collaboration. | am
eager to strengthen our partnerships with Mainland and global
counterparts to amplify our impact.
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As | take the helm, | do so with deep respect for the legacy built over the past
half century. The year 2024-25 under review was a remarkable watershed for
the Consumer Council. Hence the theme for this Annual Report — “Consumer
Protection Beyond Gold” — emerged not only as a reflection of our past
achievements, but also as a forward-looking vision. Only when we look above
and beyond, can we best protect consumers in an enduring manner.

Riding the Wave of the Mega Event Economy

Gaining operational insights since joining the Council, | have been impressed by
the sheer volume of complaints handled by the Council, a reflection of both
the complexity of today's marketplace and the trust consumers place in us to
advocate on their behalf. During the year, two consumer dispute trends stood
out, namely those related to the mega events economy and shop closures, both
closely linked to evolving economic and consumption priorities.

Hong Kong's vibrant return to the global stage in 2024-25 was marked by
a surge in mega events — from global superstar concerts and international
conferences, cultural and art festivals, to major sporting spectacles. The
Government's strategic push to develop a “mega event economy” has
revitalised local industries, boosted tourism, and created new opportunities
for economic growth.

While stimulating spending and excitement, these occasions also brought a fresh
round of challenges. The Council observed a sharp rise in consumer complaints
linked to a myriad of ticketing issues, such as ticket printing errors requiring
replacement or refunds, unclear disclosure of obstructed views and seating class.
While the Council understands the hurdles faced by organisers in adapting to the
new space, many of these disputes could have been avoided with better planning,
clearer communication and greater transparency during the ticketing process.

Beyond events, shifting consumer habits and intensifying market competition
have led to the closure of various businesses, even heavyweights such as
Physical Fitness and Deliveroo, triggering a separate stream of complaints.
These disruptions highlight the vulnerability of consumers and the urgent
need for robust redress mechanisms that can keep pace with a constantly
evolving marketplace.
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Looking Ahead:
Modernising Consumer Protection Through
Innovation and Partnership

As we set our sights on the horizon, the Council is gearing up to harness the
potential of Al and modern communication platforms to reinforce our dedication
to safeguarding consumer rights. Through deployment of new technology
especially the revamp of the complaint case management system with a newly
developed online dispute resolution (ODR) platform enabling consumer disputes
to be resolved more efficiently, we are set to revolutionise our consumer
protection strategies.

In the pursuit of operational efficiency, the Council is committed to streamlining
processes to optimise costs, while simultaneously maximising consumer
education efforts through robust stakeholder engagement strategies.
Strengthening partnerships with consumer protection organisations in the
Mainland and around the world, bolstering cross-border consumer protection
efforts, and collaborating with e-commerce platforms and industry associations
will empower consumers in the online shopping realm. Moreover, we plan to
deepen ties with Government bureaux and departments to champion new
consumer-centric initiatives, ensuring consumer welfare remains paramount in
policy decisions.

Beyond the Golden Horizon

As we close the chapter on the Council's 50th anniversary year, we do so with
a deep sense of pride — not only in what we have achieved but in how we have
evolved. The theme “Consumer Protection Beyond Gold” is more than a slogan,
it is a guiding principle for the future.

The Consumer Council will continue to push boundaries, embrace innovation,
and advocate for the rights of every consumer in Hong Kong. Whether through
sustainable practices, digital empowerment, or a fair and safe marketplace, our
mission remains clear: to protect, to educate, and to empower.

In the coming year; we are excited to celebrate another milestone — the 50th
anniversary of CHOICE Magazine in 2026. This will be a moment to reflect
on the magazine's legacy as a trusted source of consumer information, and to
explore new ways of engaging the public in an increasingly digital age.

To our partners, stakeholders, and the public — thank you for your trust and
support. May | also extend my greatest appreciation for the Council Chairman,

Members and staff for your dedication and efforts. Together, we will build a
future where consumer protection shines brighter than gold.
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