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Rapid technological advances in recent years have seen digital technologies
become increasingly embedded in every aspect of daily life. Beyond
reshaping society and business operations across various sectors, they have
also transformed the way consumers access information, seek assistance,
and make purchasing decisions.

In this new digital normal, technological solutions present fresh
opportunities to enhance efficiency and optimise processes. Keeping
pace with these developments, the Council has actively adopted a range
of innovative technologies during the year, including Artificial Intelligence
(Al) , Automated Speech Recognition (ASR), Speech-to-Text (STT) and
Text-to-Speech (TTS), to further enhance and transform its services. By
streamlining workflows and improving processing efficiency, the Council
is able to respond to consumer needs more quickly and accurately, while
providing efficient and reliable support that translates technological
advancements into tangible consumer benefits.
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Driving Service Innovation

New Online Dispute Resolution Platform
Innovation and technology
are driving the digitalisation " 2R8E .
of consumer dispute handling.
To enhance services for both
consumers and traders, the
Council launched a new Online
Dispute Resolution Platform
(e-Platform) in November 2025.
The e-Platform adopts a two-step
resolution process — “negotiation
first, conciliation next”, allowing
registered complainants and
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What is this e-platform?

Enhancing Operational Efficiency with Technology
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via the online chatroom to seek

early resolution. If negotiations fall

through, the Council will intervene to facilitate conciliation. The e-Platform employs
encryption to protect data, ensuring an efficient and secure dispute resolution
process.

Al-driven Service Excellence

To enhance the efficiency and user experience of public services, the Council
has introduced Al technologies to the e-Platform to support a range of process
automation functions. These include automatic identification and input of relevant
information, case classification, detection of duplicate submissions, generation of case
summaries, and identification of inappropriate or sensitive content in online forms
and chatrooms. These features help improve processing efficiency and consistency.

Furthermore, the Council is actively exploring deeper applications of Al to support
data organisation and management, as well as for analysing case data, identifying
underlying patterns and correlations, so as to facilitate more insightful decision-
making and analysis. Such applications help promote smarter, data-driven workflows
and strengthen the Council’s professional capability in providing advice and
recommendations to the Government, the industry and consumers.

At the same time, the Council places great importance on the safety, transparency,
and responsible use of Al. Guided by prudent governance principles, it remains
committed to leveraging innovative technologies to continuously enhance the
quality and efficiency of public services.

Enhancing Communication Channels

During the year, the Council also completed the upgrade of its complaint hotline
system to further enhance communication efficiency with the public. The new
system enhances call routing and resource management, while its stable cloud-based
infrastructure and comprehensive backup arrangements ensure reliable hotline
operations, delivering a smoother service experience for consumers.

The upgraded hotline system also strengthens the Council's capabilities in data
analysis and resource allocation. With high scalability and support for remote
management, it enhances operational flexibility during peak periods and improves
overall service efficiency. In addition, the new system’s voicemail function now
incorporates Speech-to-Text technology, which automates information capture and
accelerates follow-up handling and responses.
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