RESOLVING AND
FORESTALLING

The Consumer Council remains committed to fulfilling its statutory
functions and duties by handling consumer disputes in an efficient and
timely manner. In response to the evolving consumption landscape, the
Council continues to enhance service quality, operational efficiency and
user convenience through the effective use of technology. During the year,
the Council launched a new Online Dispute Resolution Platform, providing
a more streamlined and transparent process to further strengthen
consumer support. The Council also actively promotes conciliation as the
primary approach to dispute resolution, assisting consumers and traders in
reaching mutually acceptable solutions.

Drawing on insights from consumer complaints, the Council monitors
market developments and issues timely alerts to the public on emerging
risks and unfair trade practices. At the same time, it works closely with
relevant Government departments and regulatory bodies to share
intelligence and strengthen collaboration in combating unscrupulous sales
practices. These efforts help enhance market credibility, boost consumer
confidence, and uphold Hong Kong's reputation as a shopping paradise.

Complaints Statistics Breakdown

During 2025-26, the Council handled a total of 38,317 complaints and 51,879
enquiries, representing year-on-year (YoY) decreases of 3% and 6% respectively.
The e-form remained the most used complaint channel, accounting for 76% of all
complaints. The majority of enquiries (89%) were received through the Council's
hotlines, reflecting the public’s continued demand for real-time advisory services.
Among the pursuable complaint cases, 71% were successfully resolved through
conciliation, demonstrating the Council’s continued effectiveness in facilitating
settlements between consumers and traders.

As more consumers purchase goods and services online, complaints relating
to online shopping rose 17% YoY to 18,832 cases, accounting for 49% of all
complaints received. Key categories were "Food & Entertainment Services" (4,683
cases), mostly related to food delivery or event tickets purchased through online
platforms; "Travel Matters" (2,485 cases), mainly involving online purchase of
air tickets and hotel accommodation; and "Clothing and Apparel" (1,044 cases).
Common complaint issues included “Variation / Termination of Contract (4,207
cases), “Late / Non-Delivery /Loss” (3,880 cases), and “Service Quality” (2,652
cases).
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Complaints Overview 2025-26
2025-26 FERHFHME
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Remarks: Following the launch of the e-Platform, the Council revised its complaint categories and introduced new classifications, with the figures reflecting

complaints reclassified for the past 2 financial years.
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Top 5 Complaint Categories

Food & Entertainment Services

In 2025-26, complaints on “Food and Entertainment Services” rose 42% YoY to
6,461 cases, making it the largest complaint category. The Council received 1,929
complaints related to public performances, representing a significant increase of
141% against the previous year. Complaints on food delivery platforms also rose,
accounting for 28% (1,801 cases) of the category total. “Quality of Services” was
the most common complaint type (32%, 2,048 cases), followed by “Variation /
Termination of Contract” (17%, 1,127 cases).

Travel Matters

During the year, complaints related to “Travel Services” saw a 6% YoY uptick to
3,330 cases, moving up to the second-largest category. Complaints on air tickets
(1,502 cases) and airline services (539 cases) together accounted for 61% of
the total. Complaints involving hotel bookings or services outside Hong Kong
reached 547 cases (16%), also ranking among the top 3 concerns. By complaint
nature, “Variation / Termination of Contract” accounted for the largest share
(31%, 1,046 cases), followed by “Quality of Services” (25%, 826 cases). These
trends suggest that while the travel market continues to recover, there remains
room for improvement in handling booking changes, refund arrangements, and
service delivery.

Telecommunication Services

Complaints about “Telecommunication Services” rose from fourth to third place,
totalling 2,519 cases, a 19% decrease YoY. Mobile phone and data services made
up the largest share (48%, 1,203 cases), followed by internet services (30%, 755
cases). The main issues were “Quality of Services" (30%, 762 cases) and “Price/
Charges Dispute” (30%, 750 cases), highlighting continued public concern over
service performance and pricing or contract terms.

Electrical Appliances

The Council received 2,263 complaints on “Electrical Appliances” in the reporting
year, down 5% YoY and ranking fourth. Air conditioners (357 cases), washing
machines/dryers (276 cases), and television sets (202 cases) remained the top
concerns. Key issues were “Quality of Goods” (33%) and “Repair/Maintenance
Services” (25%), reflecting consumers’ strong demand for product durability and
reliable after-sales support.

Medical Services

Complaints related to “Medical Services” were significantly affected by the closure
of Alliance Medical Group. In 2025-26, the Council recorded 1,860 complaints,
surging 239% compared with the previous year, and rising from 20th place to fifth
place. Most of these complaints were related to business closures, accounting for
1,313 cases (71%), followed by “Quality of Services” with 227 cases.
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Nature of Consumer Complaints in 2025-26
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Resolution Rate of Cases with Pursuable Grounds in 2025-26
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Dispute Resolution Beyond Boundaries EIFEIEHEFE N
The Council continued to strengthen collaboration with consumer counterparts in HESEMINRR A SIEINHEEREERN
the Mainland and overseas, with the aim of fostering a safe and reliable consumer B2 BOimaL e~ ASEMNENENBEEIRE -
environment across Asia. During the year, the Council signed a Memorandum of ERN - AFEIDIEHEERRRERZES L]
Understanding (MOU) with the Zhejiang Consumers Council to launch a pilot AR RAR—ERETERET "BREE
“Cross-border Consumption Service Station” with an e-commerce platform. A BRI, EAHE ) RFREASHEEHAD
MOU was also signed with the Federation of Malaysian Consumers Associations EEAEHRS  BuUBBRHBEEMDTEHRS
to establish a cross-border consumer dispute referral mechanism, enhancing the TR TR IB AR ©

effectiveness of resolving cross-border complaints.

Read more about the various cross-border collaborations in the chapter “Strengthening Mainland and Global Collaboration for
Consumer Protection”(p.80)
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