In carrying out its statutory functions and powers, the Council
offers easily accessible conciliation services as a means of resolving
consumption disputes and helping both consumers and traders
reach a mutually acceptable agreement. Ever since the first 2
Consumer Advice Centres opened their doors in 1976, a pioneer
of its kind in Asia, the Council's dispute resolution channels have
continued to evolve and improve over the past 50 years.

While the more traditional hotline continues to be preferred by
some, a new Elderly Hotline was launched in 2022 to provide
more age-friendly services for senior consumers. Meanwhile,
newer electronic channels including e-forms and email have
gained traction, paving the way for further enhancements in
digital communications such as the complaint case status enquiry
functions in WeChat introduced in 2022, as well as the online
dispute resolution platform currently under development, which
aims to offer a cost-effective and time-efficient way to handle
consumption complaints.

Over the vyears, data gathered from complaints cases not only
facilitates the Council in monitoring the market and promptly
alerting the public, but also enables the Council to work
closely with other authorities and share information to combat
unscrupulous trade practices.

Since 1974...
E1374 -

Over 4 M||||on enquiries
FRIEEE ; TOHERT

90 7 000consumer complaints received

FHBERGR

4 7 resolution rate
; O AFEINE
traders named for
unfair trade practices
BrIFHERES

HERENEEBREEN c —RRHEEE REEENRIFEERE - B

iﬂuﬂ{ﬁﬁ‘bfi% HEE MR - WEhf(FIELR P R T MR AR

° AN 1976 FRER Y AMEHE BRAATL 0 BN - 1
£5O FRAGFE(CREFZNRE - REEERHEESEA -

RERDEEERRERARERNEFZARFHEANKF - AN
2022 FHEHT TEEHREEMR  SERURERENEARE - B
%@”ﬁ?ﬁﬂ’]iﬁ REBREBTRRNEBABE L > NGTE—TFRDH

BRER 2022 S Y ME/ NVERFIRERFFER - TERIRER
ﬁ%@%ﬁﬁ'ﬁ%ﬁ‘flﬂt? ERTE  BRERUEERMA MRS TR

HEER -

ZER  BHERMERPATRENER  NMEBPASERETSEA
WERRRAR  UENRASE BN EMPIREAFEREBEM -
LETEAREBFIE

42  Consumer Council 2023-24 Annual Report



w Resolving Disputes Between Consumers and Businesses & H B & HE i E 2B

Complaints and Enquiries Received

The Council recorded 35,528 complaints and 58,299 enquiries in 2023-
24, reflecting a 11% year-on-year (YoY) increase and a 4% YoY decrease
respectively. The dominant complaint channel was the e-form on the
Council's website, accounting for 73% of the total cases. For enquiries, 89%
were received through the Council's hotlines.

FA - AGHEE 35528 BB RFM 58,299 RBELH » BF
DRI LT 119% RTEL 4% - REDPHBRFRBASHBNEFRE
R’ - G EZRBER 73%  THOHEARTIHE @ BIF 89% BBAARSH

YoY
BE—FE
-2%
42% Goods E &
(15,066 Cases =)
' 35,528
Complaint Cases
BB o
wr—z2 1% 1ER R H A
HREBRUR -
YoY
BRE—FE
*23%
58% Services fR#%

(20,462 Cases =)

Overview and Trends

Complaints Statistics Breakdown

A notable 11% YoY rise in total complaint cases in 2023-24 can largely be
attributed to the increase in the “Food & Entertainment Services” (+76%),
“Telecommunication Services” (+38%) and “Accommodation” (+219%)
categories. The 23% upsurge in complaints about services is partly due to the
resumption of global travels and social activities after the pandemic, resulting in
an increase in complaints related to industries driven by tourism.

63% of pursuable cases were resolved by means of conciliation during the
reporting year (see Fig.4). The Council's commitment to conciliation was
clearly evident in its response to the public's disappointment regarding the
non-appearance of a renowned football player during an exhibition match in
Hong Kong in February 2024. The Council received around 1,500 complaints
regarding this matter and took proactive steps to identify viable solutions with
the event organiser in order to alleviate the dissatisfaction of ticket holders.
Eventually, the event organiser offered a 50% refund as a resolution. As a result,
the Council achieved an encouraging 99% resolution rate for this particular
incident.

If a settlement cannot be reached between the complainant and the trader, the
complainant would be advised to seek independent legal advice and consider
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other avenues of resolving the dispute.
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Online Shopping Complaints
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Online Shopping Complaints on the Rise

The widespread popularity of online shopping and change in shopping habits
after the pandemic have effected a rising trend in complaints related to online
transactions from 14,163 cases in 2022-23 (HK$46 million involved) to
16,485 cases in 2023-24 (HK$60 million involved). The top 3 categories were
“Food & Entertainment Services”, “Travel Matters" and “Clothing & Apparel”.
In terms of the complaint nature, “Late / Non-delivery / Loss" accounted for
the largest number (24%, 3,969 cases), followed by “Variation / Termination
of Contract" (20%, 3,228 cases). Despite its convenience, e-consumers
are reminded to stay vigilant and rational when shopping online. Aside from
checking the product or service details, terms and conditions, refund and return
arrangements, they should also select more robust and reputable online shopping
platforms while refraining from impulse buying or falling into sales traps.

Resurgence in Tourist Complaints

The tourism industry has recovered gradually since the full resumption of
cross-border travel in early 2023. In 2023-24, the Council received 3,818
complaints from visitors, and about 82% of these complaints were raised by
Mainland visitors. Many post-pandemic visitors were drawn to Hong Kong's
local experiences and mega events covering concerts and sports, rather than
just shopping, and this trend was reflected in the complaint figures. The most
common categories of tourist complaints were about "Food & Entertainment
Services” and “Accommodation”, which represented 30% (1,133 cases) and
18% (691 cases) respectively of total tourist cases.

Complaints against traders who adopted unscrupulous sales practices in targeting
tourists rebounded in 2023-24. In terms of the nature of tourist complaints,
“Sales Practices” (988 cases) topped the list, while “Variation / Termination
of Contract” (956 cases) and "“Price / Charges Dispute” (509 cases) ranked
second and third respectively.
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4 Chinese Pharmacies Named Naming Sanction
- mgﬁg%ﬁ In September 2023, the Council named 4 Chinese pharmacies
(“Traders”) in a prime shopping area frequented by tourists and
22 521 4£EHE reprimanded them for their undesirable trade practices involving
@) City Medicine Limited Medicine Palace Living Plaza . . - L
FBMEER B 5225 ESHEERRE21 i catty-to-tael” scams and “ingredient-grinding” strong-arm sales

tactics. Despite the Council's repeated conciliation efforts, the 4
Traders continued to adopt such unscrupulous trade practices which
were detrimental to consumer rights and severely jeopardised the
reputation of Hong Kong, especially as the retail industry is recovering
in the wake of the pandemic. The Council decided to publicly name
and shame the 4 Traders to convey a strong message of intolerance
to the bad apples of the industry.
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Fig.1 Complaint Trends in the Past 3 Years
B 1 B3 FRERNRHFEF

Year &5 2021-22 2022-23 2023-24
Total number of complaints ¥R {EZ=HEE] 29,207 31,996 35,528
YoY changes 12 &5E] = +10% +11%

Fig.2 Top 10 Consumer Complaints by Industry in 2023-24
2 2023-24FEBH 10 REERFIITE

2023-24 2022-23 % change
Food & Entertainment Services 5,648 +76%
REER RS 3,218 3
Telecommunication Services 3,222
WERBRES 2,340 +38%
Travel Matters 2,673 20%
et 3,341 o
Electrical Appliances 2,336 29%
ERAM 3,009 ST
Beauty Services 1,758
LEIHH 1,295 +36%
Clothing & Apparel 1,730 1%
i 1,745 B
Personal Care Products 1,393 +18%
EAEEER 1,182 J
Medicine & Chinese Herbal Medicine 1,312 +73%
B R s 757 ’
Foods & Drinks 1,267 o
BERBHS 1217 %
Baby Products 1,245
iy 532 +134%
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Fig.3 Nature of Consumer Complaints in 2023-24
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Fig.4 Resolution Rate of Cases with Pursuable Grounds in 2023-24
4 2023-24 FEREHIHE

Total number of cases received

ERER 35,5628

Number of cases with pursuable grounds®

A BR R BB © 22,327 6 3%

) Resolution rate’
Number of cases in progress

HTERRE HHIEZE 6,584 =R THE

Number of cases resolved

EERERIER 9,848

8. Anonymous complaints, cases with insufficient information, and complaints outside the Council's terms of reference are in general non-pursuable.
BAKH  BRENARERERE TERELIMIR - E—RER AR RENRY -
9. Resolution rate refers to the percentage of resolved cases out of the number of completed pursuable cases.
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Top 5 Complaint Categories

1. Food & Entertainment Services

“Food & Entertainment Services” complaints spiked by 76% to 5,648 cases
and jumped to first place in 2023-24 with a 70% resolution rate. The most
common complaint natures in this category were “Sales Practices” (37%) and
“Quality of Services” (14%). Post-pandemic resumption of mega events, such
as sports games and public performances, contributed 26% (1,466 cases)
and 18% (1,027 cases) respectively to this category. Complaints related to
restaurants (23%) continued to rise as consumers resumed dining out, with
service quality and price disputes attracting the most cases. Meanwhile, the
demand for online food delivery platforms was still significant, representing
18% of the complaints, with lateness and non-delivery being the primary
concerns for the complainants.

2. Telecommunication Services

Complaints related to “Telecommunication Services” rebounded to second
place with 3,222 cases in 2023-24, recording a 38% YoY surge, yet out of
the top 5 complaint categories, telecommunication services had the highest
resolution rate of 76%. Seamless telecommunication and data services are
basic needs nowadays even when travelling abroad, thus if the service fell
short of expectations or communications were misaligned, related disputes
would increase. Among this category, over 54% were related to mobile phone
services (36%) and mobile data services (19%) with the latter inclusive of data
roaming, a larger share than that in 2022-23 (46%). The nature of disputes was
predominantly related to “Price / Charges Dispute” (42%, 1,357 cases), followed
by “Variation / Termination of Contract” (25%, 800 cases).

3. Travel Matters

Although the travel industry started to reboot in early 2023, luckily complaints
about “Travel Matters” (2,673 cases) saw a 20% decrease and dropped to the
third from its top place. However it is worth noting that the resolution rate of
this category experienced a decline from 69% to 56% in the reporting year.
72% of travel-related cases involved online travel booking services. A total of
1,408 cases for air tickets and 357 cases for airline services made up 66% of all
travel-related complaints. These complaints encompassed both budget airlines
and traditional airlines. “Hotel Booking”, generally involving reservation of hotels
outside Hong Kong, was identified as one of the top 3 within this category with
273 cases reported. “Variation / Termination of Contract” (29%) and "Price
/ Charges Dispute” (27%) were 2 most prevalent natures of travel-related
complaints.
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4. Electrical Appliances

Ranked fourth, complaints related to “Electrical Appliances” dropped by 22%
with 2,336 cases recorded. The resolution rate saw a slight improvement YoY
from 67% to 70%.The top 3 most complained-about appliances remained the
same as last reporting year: air conditioners (16%), television sets (119%), and
washing machines / dryers (11%), while complaints concerning small appliances
rose from seventh to fourth place in this category, totalling 145 cases (6%).
“Quality of Goods” (28%) and "“Repair / Maintenance Services” (28%) were the
key areas of concern.

5. Beauty Services

The Council received a total of 1,758 “Beauty Services” complaints in 2023-
24, up 36% to fifth place. Among the top 5 complaint categories, “Beauty
Services” recorded the highest monetary value, with a staggering amount of
around HK$44 million involved, and the lowest resolution rate of 44%, despite
showing slight improvement in comparison to 2022-23 (37%). 50% of all
complaints about beauty services were split between “Spa / Massage Services”
(28%) and “General Skin Care Services” (22%). In 2023-24, the percentage of
beauty complaints related to sales practices and service quality decreased, going
from 28% to 25% and from 19% to 17%, respectively. Conversely, complaints
involving shop closure increased significantly, reaching 21%, a noteworthy
increase over the 6% recorded the year before.
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