17

RESOLVING DISPUTES BETWEEN

CONSUMERS AND BUSINESSES
5 15/ H BB = E Z Bt

The Council seeks redress for consumers by means of conciliation through
which disputes are resolved between consumers and traders by mutually
acceptable agreements. Complaints are a useful source of information
that can lead to timely alerts to the public on trade malpractices while
enabling law enforcement agencies to take relevant actions.
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Complaints and Enquiries Received

Complaints and enquiries made to the Council are received via
telephone, fax, mail and the internet.

During the year under review, a total of 95,111 enquiries and 26,793
complaints were received, representing a 6% and 9% decrease,
respectively, from the figures in 2014-15. Of these, 86% of all enquiries
were received by telephone, and 56% of complaints were lodged in
writing or via the internet.

Complaints Statistics Breakdown

In the year under review the total number of complaints dropped
9% to 26,793, compared to the previous year. This decrease can
largely be attributed to the decline in complaints in two categories -
Telecommunications Services and Telecommunications Equipment.
Complaints related to Telecommunications Services decreased
30% from 5,091 last year to 3,567 this year, whereas the figures for
Telecommunications Equipment reflect a 61% drop from 4,152 to 1,636.

Despite the overall downward trend, complaints related to Travel
Services rose 36% to 2,632 cases, and complaints related to Furniture
and Fixtures increased 82% to 2,308, in 2015-16.

Although not a law enforcement agency and without any investigative
powers, the Council was able to achieve a high resolution rate of
complaint cases by means of conciliation 73% of cases with pursuable
grounds in 2015-16 (See Fig 4). In cases where traders refused to settle
or offer redress, complainants were advised to seek redress via alternate
channels, including civil action®.
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FIG 1 COMPARISON OF COMPLAINTS IN THE PAST THREE YEARS
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FIG 2 TOP TEN CONSUMER COMPLAINTS ON INDUSTRIES IN 2015-16
B 2015-16FEH10DEERHFTE

Telecommunication Services B R |3,56‘7|

Travel Matters F< s RS 2632

Furniture & Fixtures R/ 4E80 l 2/308|

Electrical Appliances E23E % 1,783

Telecommunication Equipment 3&z1.88#1 1636

Beauty Services ZEARHE 1365

Foods & Entertainment Services B 525 1R 84 Lin

Clothing & Apparel 7% £ff |=933 |
Computer Products EFEE R |=916 |
Jewellery & Watches ZRE #E % ‘836'

R $ o * * * o R .
0 500 1000 1500 2000 2500 3000 3500 4000

FIG 3 NATURE OF CONSUMER COMPLAINTS IN 2015-16
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FIG 4 RESOLUTION RATE OF CASES WITH PURSUABLE GROUNDS IN 2015-16
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Top Five Complaint Categories
1 Telecommunications Services

Despite the 30% drop in complaints to 3,567 cases in the year under
review, Telecommunications Services remained the top category
in terms of complaints received. A majority of the complaints were
related to disputes concerning fees and charges (51%) of mobile phone
service plans, internet service contracts and mobile data charges;
as well as quality of services (24%) covering slow data transmission,
connection failure and poor customer support.

2 Travel Services

Complaints relating to Travel Services increased substantially to 2,632
cases, up 36% from 2014-15. Of these cases, over 70% were about air
tickets price and airline services, the remaining 30% were about hotel
booking, tours, hotel and air ticket packages. Complaints were mostly
about quality of services (37%), price disputes (24%), and contract
cancellations (14%) including flight cancellations in response to travel
alerts.

3 Furniture and Fixtures

Furniture and Fixtures received 2,308 complaints, a significant surge
of 82% from the previous year. More than 50% (1,274 cases) were
related to business closure of one large furniture / electrical appliance
chain, whilst 25% of the complaints (569 cases) were about customer
dissatisfaction over quality of goods.

4 Electrical Appliances

Complaints about electrical appliances increased by 10% from the
previous year to 1,783 cases. The three most-complained about
home appliances included televisions (20%), air-conditioners (17%)
and washing machines (13%) with repair and maintenance (36%)
and quality of goods (28%) being the main areas of consumer
grievances.
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7 Anonymous complaints, cases with insufficient information, and complaints outside the Council's terms of reference are in general non-pursuable.
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5 Telecommunications Equipment

The Telecommunications Equipment category received 1,636
complaints, a significant drop of 61% compared to last year, likely
due to enhanced management of the sales process of the launch of
a certain new smart phone in the market. Complaints received were
mainly about repair and maintenance services of mobile phone sets
(43%), quality of goods and operation problems of certain new smart
phones (31%).

Trends of Consumer Complaints
Travel-related Disputes on the Rise

The Council’s complaints statistics showed a worrying rising trend in
tourism-related complaints - up 36% to 2,632 cases in 2015-16. Complaints
about air ticket prices and airlines escalated by 62% and 16% respectively,
accounting for a combined 70% of all Travel Services

complaints. Cases related to hotel booking also

grew by 63% to 174 cases. 0
The rising popularity of budget airlines in

recent years has brought with it an increase
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to 1,197 cases. At the root of the problem is

consumer expectation versus reality vis-a-vis

services provided by low-cost carriers (LCCs)
compared with the traditional full service carriers, such
as flexibility in flight alterations and cancellations, baggage
charges, and inflight services. To enhance consumer awareness, the
Council conducted a survey on 10 LCCs in the Hong Kong market at the
beginning of 2015, providing useful tips to help consumers manage
their bookings and expectations in engaging in LCC Services, as well as
protect their welfare.

As Free Independent Travellers (FIT) become more commonplace
and more online travel service portals come into being, the Council
expects that travel-related disputes will continue to rise, particularly in
the areas of price disputes, clarity of terms and conditions, and service
quality. The Council will work closely with tourism and travel related
bodies and associations to improve industry practices and service
quality in this growing FIT market.

Tourist Complaints Continue to Drop

The number of tourist complaints received by the Council has dropped
for two consecutive years. In the year under review, total tourist
complaints fell by 9% to 2,381 cases. Although Mainland tourists
accounted for about 80% of these complaints, with the gradual decrease
in Mainland tourist visits to Hong Kong the total number of Mainland
tourist complaints decreased by 12% to 1,886 cases.
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Common tourist grievances were related to over-priced Chinese
herbs / ginseng (414 cases), medicine / health food (226 cases) and
telecommunications equipment (208 cases). Although complaints
against sales practices (882 cases) remained the top tourist
dissatisfaction, the total number of such complaints fell by 21% from
last year. This may be attributed to the joint efforts of the Council
and the Customs and Excise Department in combating unfair trade
practices in relevant industries.

Public Disclosure of the Names of Unscrupulous
Traders

In August 2015, in view of rising tourist complaints of undesirable sales
practice by pharmacies / medicine shops, the Council disclosed the
names of seven pharmacies / medicine shops for their unscrupulous
sales practices mainly
targeting Mainland tourists.
In addition to publicly
disclosing the identities of
these traders for consumer
alerts, this sanction also
served as a strong warning
about the consequences of
their actions undermining not
just consumer interests but
also Hong Kong’s international
reputation as a shopping
paradise.
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Prestige Pharmacy Limited G/F, 70 Percival Street, Causeway Bay, Hong Kong
BREEFRAR IR TS # 705

Dragon City Drug Manor Ltd.

Shop G, G/F, 1A 1L Yee Wo Street, Causeway Bay, Hong Kong
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Great Medicine Manor Ltd.
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Dragon City Medicines Ltd.
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Chung Wang Tong Medicine Company Ltd.
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Long Sing Dispensary
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Shop A, G/F, Hong Kong Mansion, 1 4A Yee Woo Street,
Causeway Bay, Hong Kong
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Shop B, G/F, 54 Yun Ping Road, Causeway Bay, Hong Kong
BB BT B 5455 B

G/F, 522 Lockhart Road, Hong Kong
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Hang Tai Dispensary Portion 1, G/F, Eastern Portion, No. 15B Nelson Street, Kowloon
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Portion 1, G/F, Eastern Portion, No. 15B Nelson Street, Kowloon
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