Forestalling & Mediating

Disputes between
Consumers and Businesses
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WHY THIS IS IMPORTANT

Consumer satisfaction is important to the marketplace. To
address consumers’ concern speedily and effectively, the
Council offers convenient channels for consumers to make
enquiries and complaints. Apart from calling our hotline (Tel no:
2929 2222) or visiting our seven Consumer Advice Centres in
person during office hours, consumers can contact us through
our website, by post or fax around the clock. Council staff is
well-trained to provide pre-shopping advice and help mediate
disputes to bring about overall consumer satisfaction.

Benefits derived from complaints handling
- resolving disputes between consumers and traders by

mutually acceptable resolutions;

- empowering consumers through dissemination of
information concerning goods and services;

- alerting the public of the trend of complaints relating to
malpractices in the marketplace and formulating strategies
to tackle them;

- improving trade practices by co-operation and coordination
with law-enforcement authorities and trade associations to
strengthen consumer protection; and

- enhancing consumers awareness of their rights

WHAT WE HAVE DONE

Serving Consumers
In 2011 -12, we received

- 104 424 consumer enquiries (87% by telephone)
- 27 509 cases of complaints (48% in writing/through internet)

R HBEERFNERYE
LRBRMERETHRERN AT RE
B RPE B ENEE - ASRASEERE
R B E B RARE - BT WARRES
(2929 222N TR LEHAT LI -
HEEDTLUAER  BERBLRFRENR
PHE - ASTEHINRRBYERARES
BRI ALUHRERHRERRY -

¥ BR B2 5 50 TIF W SRR i BR
- BEERENEAZ BN IERE B

ERIMRIRTTIE

- RHUEBEERMRENEMUEREEEBRF
BEAD -

- REARTS EAEREF ENBE LFIETE
HRIRES ©

- HEBEEBAEEHBELEE  UXREERT
ERINEHEERE o

- BHBEHIOEE AR -

FFIE R T{E

BHEERS

AR SR ¢

- 104 4245HBERH (BTWRBRELH)

- 27 SOOFBBE R (48R BT/ IEERHERH)



Mediating Consumer Complaints
A dedicated team of Complaints Officers is responsible for

handling consumer complaints and mediating the disputes
between the consumers and the traders in order to resolve the
complaints to consumers’ satisfaction.

In 2011-12, a total of 27 509 consumer complaints was
received, showing a slight decrease of 5% (or 1 405 cases)

compared with the total of 28 914 cases in 2010-11.

Remained on the top of the complaint list, it was glad to note
that complaints on telecommunications services (7 291 cases)
recorded a double-digit decrease of 14% compared with that
of the previous year (8 470 cases). Disputes on fee/charges
(47%) and quality of service (26%) were the main fopics of

complaints.

Complaints related to telecommunication equipment (1 721
cases) receded 16% this year after the sharp rise to 2 057
cases in 2010-11. Disputes on repair services (41%) and product
quality (32%) of mobile phone sets accounted for over two-

thirds of the complaints.

A significant increase of 73% (from 842 cases in 2010-11) was
found in food and entertainment services, largely related to
the problems of online group purchase. Over one-third of the
complaints involved dining vouchers purchased via certain
group buying websites that could not be redeemed due

No. of Cases Total Cogp\a\ nts

BFEE KA
44,409
45000 [~ 4 I Tourist Compla\ nts
BEER
40,000 [~
36,847
35000 [~
31,207
30,000 28,914 27,509
25000
20,000 —
15,000 [~
10,000 [~
000 [—
E i 2,048 1,826 2,168 2,303
L il - - | -

07/08 08/09 09/10 10/ 11/12

No. of Enquiries
HHRBE
160,000

140000 = 147,034
120000 |- 131,241
119,745
113,935

100000 = 104,424

80,000
60,000

40,000

20,000 L L L L Year
07/08 08/09 09/10 1011 n  FE

A HBEEIRR

AEHRH EER TR E BB
RUBERABAZENGTF  LREBHEER
BHIRRATTIE -

%

e
E

i

E_B——E_F - _FEKINKEHFEE
27 509R - Lk TE—FFE_F——FEMI28 914
SR 5% (BT 4055R) o

BEEMRFNRFNEES » 857 291
= BEERFMS 4705 - SRBIEE14% - I8
%a& Z(AT%) KRB RN BELEEMNHRTF
IBH -

AEEERRNAARNER  FHEIF—F
B ——FEM2 05T RABREI6%ET 721
R o W EES RFIREFNEERE(41%) K E
mBEEB2%) -

N

MR T EEHRMNE  BRRERIRER
BREBRFEAFERE LAT3% (WHZF

FE_F——FEHIBLI2R) - BA=HDZ—H
S ad AR E BB E RS - A REBERAN
FRESENS  CHEEBAERSEAME
ZRRE -

1 12 T8



to restaurant closure or restaurant unwilling to honour the
vouchers.

Tourist Complaints: 2 303 cases
Tourist complaints have increased 6% from previous year while

the total visitors arriving Hong Kong kept rising.

Most of the tourist complaints involved sales practices (28%),
product quality (25%) and price disputes (16%) in relation to
camera and lens, video camera, mobile phones, and watch and
jewelry, which are the popular items on tourists’ shopping list.
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Outcome
In 2011-12, the Council helped solve 75% of cases with

pursuable grounds:

Total number of complaints received 27 509
Cases with pursuable grounds 21456
Cases in progress 3353
Cases resolved 13 589
Resolution rate 75.1%

As the Council is not a regulatory body, it may not always be
able to persuade the traders to settle the complaints even
though the Council considers the cases to be justifiable. On
those justifiable occasions where traders refused to settle or
provide solution to the dispute, Council staff suggested the
complainants to file claims against the traders at the Small
Claims Tribunal or the courts whenever appropriate. Consumers

were also advised of other avenues in applicable cases.

Overview

Complaints on telecommunication services (7 291 cases)
and on broadcasting services (1 292 cases) both recorded a
double-digit decrease. The downward trend in both categories
reflected the positive results of the continuous effort of the
Council on consumer education and consumer alerts as well
as the concerted actions taken by the regulatory authorities

and the trades in reducing undesirable sales practices.

With the new Office of the Communications Authority coming
into operation in April 2012, it is expected that consumer
protection will be strengthened in both telecommunications

and broadcasting services.

The surge of complaints about online group purchases warrants
special attention. In the year 2011-12, a total of 1 214 related
cases were received, compared to 13 cases in the previous
year. Complaints ranged from those about beauty treatments,

medical services, dining, to cosmetics and fashion products.

It is foreseen that the complaints in this area will keep rising
due to the increased popularity of online purchases and the
fierce competition among the industry players. Consumers are
repeatedly reminded to check against the reliability of the group

buying websites and the risk incurred in internet shopping.
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