Empowered by Innovation

Protecting Consumers in an Interconnected,
Borderless Marketplace

This marks my first year as Chief Executive of the Consumer Council.
Working closely alongside the team over the past year has deepened
my appreciation of the Council's half-century legacy of professional
excellence and institutional strength. In an era of rapidly evolving
consumer behaviour, my colleagues and | have been pondering how to
uphold our consumer protection mission and build on our longstanding
strengths, while harnessing innovative strategies and technology to
enhance operational effectiveness and service quality. Our aim is to
ensure that consumer protection remains responsive to consumers’
evolving needs and extends further, deeper and broader than ever:

This year's Annual Report theme, “Consumer Protection Beyond
Borders”, reflects the Council's response to these changes. To us, it is
more than a guiding principle. It is a strategic direction that must be
embedded across our strategies, systems, work processes and day-to-day
operations, ensuring that consumers can enjoy meaningful protection
wherever they are and however they choose to consume.
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Borderless Consumption:

Strengthening Cross-boundary Protection and Collaboration
As consumption becomes increasingly digital, cross-boundary and instantaneous,
consumers’ choices and the risks they face are no longer constrained by
geographical boundaries or individual markets. Today's consumer journey often
spans online and offline channels, local and overseas markets, and even different
languages and regulatory regimes. In such a highly interconnected marketplace,
traditional approaches to consumer protection are no longer sufficient to meet
consumer expectations or provide comprehensive and effective safeguards.

E-commerce and cross-boundary online shopping have become the new normal.
While consumers enjoy greater convenience, they are also exposed to increasingly
complex payment arrangements, after-sales service mechanisms, regulatory
differences and potential risks. To make informed decisions in a borderless digital
marketplace, consumers need not only access to more comprehensive information,
but also the ability to recognise risks and protect their own interests.

Against this backdrop, the Council established the Working Group on Cross-
border Consumer Protection and E-commerce Development during the
year to strengthen research and dialogue with stakeholders on the development
of cross-boundary e-commerce, after-sales service arrangements and consumer
protection issues, while also providing recommendations for future education and
training initiatives. In parallel, the Council stepped up its efforts to disseminate
information relating to e-commerce and cross-boundary consumption. This
included issuing a joint consumer alert on online purchases of Mainland domestic
products in collaboration with the Consumer Councils of Guangdong and Macau,
as well as publishing an article in CHOICE Magazine informing consumers of the
regional differences in legal and safety standards that may be involved in cross-
boundary shopping.

At the same time, we continued to strengthen ties with Mainland and international
consumer counterparts and further enhanced the referral and handling mechanisms
for cross-boundary consumer disputes. These efforts help ensure that consumers
continue to receive appropriate protection even when transactions transcend
geographical boundaries. Together; they embody the spirit of “Consumer Protection
Beyond Borders” by ensuring that consumer protection is not constrained by
geographical or platform boundaries, and continues to evolve alongside changing
consumption patterns.

Resolving Disputes:

Safeguarding Consumer Rights Through Practical Action

As the economy continued to recover and businesses sought to organise various
consumption activities, consumers enjoyed an increasingly diverse range of
experiences. At the same time, new challenges emerged. During the year, the
Council handled a number of complaints relating to events, concerts and travel,
involving issues such as ticketing arrangements, discrepancies between promotional
claims and actual experiences, and failures in service delivery.

These cases serve as a timely reminder that while such consumption activities
can generate significant social and economic benefits, service providers must
also honour their commitments and ensure that information is accurate, clear
and transparent. Ultimately, consumer confidence can only be maintained by
delivering on promises made.
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Meanwhile, market restructuring and the closure of individual businesses heightened
public concern about the risks associated with prepayment consumption and after-
sales protection. The Council continued to monitor market developments closely
and, by providing timely consumer alerts, enhancing information transparency
and strengthening conciliation support services, empowered consumers to make
prudent and informed decisions in an uncertain environment.

Harnessing Technology:

Enhancing Efficiency and Consistency in Dispute Resolution
In a rapidly evolving marketplace, consumer disputes are becoming increasingly
diverse and complex, placing ever-greater demands on both processing efficiency
and professional judgement. During the year, the Council launched a new Online
Dispute Resolution Platform, leveraging technology and artificial intelligence
to support automated functions such as complaint categorisation, information
organisation and preliminary analysis, thereby enhancing overall efficiency and
consistency in case handling.

The e-Platform adopts a two-step approach of “negotiation first, conciliation
next”, enabling complainants and traders to communicate directly online and seek
resolution at an early stage. Where agreement cannot be reached, the Council will
intervene to provide conciliation and ensure that the process remains fair, impartial
and orderly.

| must emphasise that technology is not intended to replace people. Rather, it
enables our colleagues to focus their time and effort on those aspects of consumer
protection that require human judgement, communication and conciliation. This
people-centred, technology-enabled approach has long been a guiding principle
in the Council's drive towards operational modernisation, helping us maintain an
appropriate balance between quality and efficiency.

Digital Transformation:

Equipping Consumers with Trusted Information

Information is the foundation of informed consumer choice and a vital tool
for preventing problems before they arise. As reading habits and information
consumption patterns continue to evolve, the Council has remained committed to
the digital transformation of information dissemination. This year marks the golden
jubilee of CHOICE Magazine, which is also undergoing a significant transformation
towards a digital-first model with continuous year-round content delivery.

Since March, the Council has adopted a new content publishing strategy. Instead of
releasing all content in a single monthly issue, we now highlight 2 featured articles
at our monthly press conferences and release the remaining content online on a
weekly basis, providing the public with up-to-date consumer information throughout
the year . During the first 4 weeks following the launch of the new model, page
views of the online version of CHOICE (known as eCHOICE) increased by more
than 30% compared with the annual average, demonstrating that continuous
publishing is more closely aligned with the information needs of today's consumers.
At the heart of this transformation is not simply a pursuit of speed or reach, but a
commitment to ensuring that, in this age of information overload, consumers can
quickly access content they can trust.

To further enhance accessibility and engagement, the Council will launch a new

mobile application later this year, bringing consumer protection closer to everyday
life and providing support at different stages of the consumer journey.
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Cross-sector Collaboration:

Creating Greater Synergy

In an era when consumer protection extends beyond traditional boundaries, no
single organisation can address every challenge on its own. During the vyear, the
Council actively expanded strategic partnerships to amplify the impact of consumer
protection through cross-sector collaboration.

The Council shared information with the Customs and Excise Department
to jointly combat unfair trade practices. We worked with the Electrical and
Mechanical Services Department to test the performance and safety of various
electrical products, helping consumers use them with greater confidence. We also
signed a Memorandum of Understanding with the Vocational Training Council to
incorporate experience in handling real complaint cases into professional training
programmes, enhancing frontline practitioners’ understanding of consumer
rights. In addition, we joined forces with the Hong Kong Monetary Authority to
strengthen fraud prevention awareness and self-protection capabilities among
different groups through innovative educational tools.

With Gratitude:

Moving Forward Together

Consumer protection has never been a solitary endeavour. | would like to take
this opportunity to express my heartfelt gratitude to Government bureaux
and departments, regulatory bodies, partners, the industry and social service
organisations for their continued trust and support. | would also like to extend
my sincere thanks to the Chairman, Council Members and all colleagues for their
dedication and contribution. Despite the demanding and ever-changing nature of
our work, they have consistently demonstrated professionalism, commitment and
passion.

Looking ahead, the consumer landscape will continue to evolve. Together with my
team, | will continue to harness innovative strategies and technology while upholding
the Council's independence and professionalism, ensuring that the Consumer
Council remains a steadfast guardian of consumer rights in an interconnected
marketplace and that protection continues to keep pace with consumers wherever
they go.

fainn

Dr Alaina SHUM

Chief Executive
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