COMMENDATIONS AND

COMPLIMENTS

The Council is extremely 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, communications,
public education and talent development. Apart from providing assurance that the
Council is meeting public expectations, these commendations and compliments are
an invaluable boost for staff's morale and pride in their mission of protecting and
empowering consumers in Hong Kong.
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9th Media Convergence Awards

CHOICE Magazine was honoured to receive 2
accolades at the captioned Awards, including the
“Media Convergence Award — Overall Lifestyle
and Infotainment” and the “Media Convergence
Award — Top 10 Popular Media Websites".
Organised by the Hong Kong Association
of Interactive Marketing, the Awards aim to
recognise the outstanding performance of
local media in the fields of television, radio,
newspapers and magazines in the past year,
commending their efforts in utilising technology
to disseminate news and information.
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The Ombudsman’s Awards 2024

The Council was delighted for two of its staff members to
receive the Ombudsman’s Awards in 2024, for the twelfth
consecutive year. Ms Kathy Tse Hiu-wa and MrTim Chan
Hoi-ki, Complaints and 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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Best Annual Reports Awards 2024

THE HONG KONG MANAGEMENT ASSOCIATION

- BEST ANNUAL REPORTS AWARDS 2024 The Council's Annual Report 2022-23 was awarded 2
accolades at the captioned Awards organised by the Hong

Excellence Report Award Kong Management Association, namely the “Excellence
Consumer Council Report Award” and the “Excellence Award for Small

Size Entries”. This 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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THE HONG KONG MANAGEMENT ASSOCIATION
+BEST ANNUAL REP@RTS AWARDS 2024¢

Excellence Award for Small Size Entries
Consumer Council
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Digital Accessibility Recognition Scheme 2024-25 2024-2025 FE

The Council's website and various applications received a total of 12 awards r %E%ﬂﬂﬁﬁﬁ%%f%ﬂ d

at the captioned Scheme organised by Hong Kong Internet Registration BEETBEEMEEERAT (HKRC) £
Corporation Limited (HKIRC) and co-organised by the Digital Policy Office of W BFHERATRN T I EERE
the HKSAR Government. This included 5 “Triple Gold Award”, which recognises HE | SEERSRTELBEEELT ) DUEE
recipients of the “Gold Award” for 3 consecutive scheme years. The Scheme HEARBETESHEBERE  BHEERA
aims to promote digital inclusion, ensuring equal access to digital services for all MRS - AQNAEITRLE 12 @S
members of society to contribute to Hong Kong's development as a smart city. I WEBE N EERRER ) EheiE51a
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Website / Application Category
Ak / AR £85I
Consumer Council Website Triple Gold Award =@&42
HEEEEE =] Elderly-friendly Award K&K Z5E

Consumer Council — Booking System Website Gold Award
HEEREE - BORK HE Elderly-friendly Award

Oil Price Watch (Android) Mobile App Triple Gold Award
JREZEEE (Android) mEERER Elderly-friendly Award

Oil Price Watch (iOS) Mobile App Triple Gold Award
SMEEHRE (i0S) mEERER Elderly-friendly Award

Oil Price Watch Website Triple Gold Award
MEENE HE=] Elderly-friendly Award

Online Price Watch Website Triple Gold Award
HLER—Ea e Elderly-friendly Award
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Digital Accessibility Recognition Scheme 2024-2025 Awards Presentation Ceremony - Triple Gold Award
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Words of Thanks

The Council deeply appreciates the positive feedback from partners and
stakeholders, as well as 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 a partner organisation and complainants have been edited to

enhance readability and comprehension)

AR A

!

A AEA BTSN A L ARG UL R F: 202552 H 21 BASIRTP.CMITIME - M
ML TR SRR MIAEE + RO (VR) MEmBSE - S ldd RBER

2 - IRUE WO TINAL - (SO0 PRI A W T TRE - DRt B T A SRR
R - A RO TN - M SR RN AL

SREEEAR - S RTRLSES - WITSNENERETSIT LI - FHAMPIRLAY
WUEEIER - N BRI RRTE « SRR T A AL SRR - DR T B
{HATRIRAE -

it » ORI WY Pyl oty BRSO RS LR TTODNE - SR AT S (b
S Dy MR R ST SS )

T RN - R )

Regards,

BT OTLERAE

)annEATREYE

V)

®

i

RERBBEFENE  F0RE HEER (F
=) BT BEHASE ITNEXRBFEHER
O » LEARBRERBELRERTE LHAS
SUFNEM TS - FAAREEMT

OEE : PITAE R E A FREBRAAREREMEHFA
XFROBRE U E R )

Case Highlight EZXEEs

Compliment Letter by The Hong Kong Joint Council of
Parents of the Mentally Handicapped (HKJCPMH)

Invited by HKJCPMH, the Council conducted a consumer rights talk for a
group of parents of persons with autism spectrum disorder, mild intellectual
disability and/or common mental disorder on 21 February 2025. Featuring
the topic of sales malpractices deployed by unscrupulous fitness and beauty
centres, Virtual Reality (VR) simulation of role play activities and case sharing
were adopted to enhance the learning outcome.

The organisation expressed their appreciation to the Council via email for
the impact of this talk on empowering the participants’ self-protection ability,
which successfully helped them avert fraudulent sales tactics for health
checkup services after attending the session.
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Case Highlight EXEZL

The complainant, a Japanese tourist, booked a Hong Kong hotel for 6-7 August
2024 via an online platform, but after paying in full, she discovered the dates had
been changed to 2-3 September 2024 due to a system error.

Despite the online platform’s request to amend the dates, the hotel refused
changes by citing its policy. The complainant thus sought help from the Council
on 22 July 2024. After conciliation by Senior Complaints Officer Ms Wong, the
platform rectified the booking by end of July, and the complainant expressed
heartfelt thanks to the Council. The case was also referred to the Travel Industry
Authority for record as the online platform was a licensed travel agent.
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My family and | truly appreciate your help
and the lovely emails, which have provided
us with a lot of comfort. | am looking
forward to enjoying the trip and stay in

Hong Kong.




Commendations and Compliments
-

Case Highlight EXE2s

The complainant found out the telecom company added unauthorised “Call Guard”
service charges of $25 each on his family's 5 mobile contracts in September 2024
without prior consent. Despite requesting cancellation, charges persisted.
He lodged a complaint with the Council in November 2024. Following

conciliation efforts by Complaints Officer Mr Chow, the telecom EEiC
company fully refunded add-on charges and waived 1 month's regular BEH BRI A o B TAFAMERRR J AN
mobile fees. The complainant later praised the Council's efficient dispute BRE  CEAHBELEBCITIEA 3 5
resolution and thanked Mr Chow and Advice Assistant Ms Mok for their _ ‘L N v; . - '
support BIEREA B - LIt BRBHARYTRRALE
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—, S g e e y _ The complainant was dissatisfied with an unbalanced eyebrow tattoo from
SRR BB REEES - REBKIR plaiiant was desaes i an | e
e Py N A a beauty centre, which she had purchased a package for. Opining that the
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A (B JE 2 A\ arEE |, SgwEh tattoo looked fine, the beauty centre declined a full refund of $6,510, instead
IMETRIPIRZ DA PIINNRR - RILFA i ol refund of $1.000.which cted by th i
HAEEEERE o offering a partial refund of $1, , which was rejected by the complainant.

’ The complainant lodged a complaint with the Council in April 2024. After

Case Highlight EZEEZ,

= /aAE s et NPy, iliation by the case officer Ms Kwok, the centre agreed to a full refund

HORBROSHIBIMEPINER - | O

Eﬁz‘égﬁiﬁ ﬂﬁ;ﬂié.—é PIUNTR of $6,510.The shop later praised Ms Kwok's professionalism and impartiality
= Lt o ' Joio ©

in resolving the dispute. The case highlighted the Council’s unbiased role
in helping both the consumer and trader to reach a mutually acceptable

V.,

agreement.
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s Hﬂa}@ﬁé‘{li\\k ~ B~ 1 | would like to express my greatest thanks to Mr Lo who
o is very caring, patient and professional. He tried his
S EE E___ - 4| best to understand my difficult situation. He followed

wlse b Sy up with my incident regularly and advised us how to

FTSRE EZNZShE B | respond to Il Employment Agency in a professional
BEROBA - FEESBHA / ; manner... He' has a very big kind and sincere heart and

B | expressed his sympathy on my loss of father. At that
REBAPRANEARBERI time, no [other] authorities have really given me a
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Commendations and Compliments
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Compliments on Social Media

.o_

TR BI85 2B 0788 - 1P BOR -
—
EREEEIRNSEILUAER
P 42m  Seetranslation Share (]
SWPDF 457« F & FHAE - BAG ® _
ARNCARNERSACTOE ARER,
HRER SN OAEONRE ARTY
=9,
- —
. TLLBE . HSHRET 6 . maﬁsé
2w love Reply Hide 303 30w Like Reply
. - —
e SEAEN  OB4RR -
Thanks products information and advises T Ty St
23h Like Reply
— ==
RRFEEREEIALBNARKERIS «
' grmare L d o ey v A
- ==
. i SHEERTIAARIRHANY
RFHRE > TRESEER -
3w Uke Reply (v] . —
HERSTUER o —
® ERRGREMIREARS L Zh ke Roply T aRAEBREmERAT
— 44w Uke Reply Hv]
— WRER
BEEBLERY  BEGOIRHSL L N -
18 MY BE RE BR Itw Like Reply [v]
E—— 8y
CNNHSASEOESRNN  REESAEARL O
MR ) . Pa—
aRTEeRR
- = 2% my¥ EE REe Ae
ebndes “ JBamA - Rikgood 4
SMAW - o e fey 20
-
L
Thank ERE B IR RIS - OBIEEGerman
—
@ﬁﬂ ® FERES . RREEAAESRCaTAN 44w Uke Reply
17h 20
ww uke Reply 20D . -
——— h 31 BESPROW
e HEREGTER X5

2024-25 5% 109



	CONTENT | 目錄
	HIGHLIGHTS OF THE YEAR | 2024-25年度大事回顧
	CHAIRMAN'S MESSAGE | 主席的話
	CHIEF EXECUTIVE'S MESSAGE | 總幹事的話
	ABOUT THE CONSUMER COUNCIL | 關於消費者委員會
	GOVERNANCE AND MANAGEMENT  | 機構管治及管理
	RESOLVING DISPUTES BETWEEN CONSUMERS AND BUSINESSES  | 調停消費者與經營者之間的糾紛
	IMPROVING PRODUCT QUALITY AND SAFETY  | 改善產品質素及安全
	PROMOTING SUSTAINABLE CONSUMPTION | 推廣可持續消費
	COLLECTING MARKET INFORMATION ON GOODS AND SERVICES | 蒐集消費品和服務業的市場資訊
	ADVOCATING A FAIR MARKETPLACE AND LEGAL PROTECTION FOR CONSUMERS | 倡議公平市場和消費者的法律權益
	DISSEMINATING CONSUMER INFORMATION | 傳播消費訊息
	EMPOWERING CONSUMERS THROUGH EDUCATION | 以教育提升消費者自我保護能力
	FORGING CLOSER COLLABORATION FOR CONSUMER PROTECTION | 加強對外合作保障消費者權益
	COMMENDATIONS AND COMPLIMENTS | 嘉許與感謝
	APPENDICES | 附錄
	ANNUAL REPORT OF THE CONSUMER LEGAL ACTION FUND | 消費者訴訟基金年報



