The Council is extremely grateful to receive hundreds of
messages of support from CHOICE Magazine readers,
followers of its social media channels and other sources
each year, expressing thanks for the Council's consumer
advice or efforts in complaints resolution. Awards from
authoritative bodies also give recognition to the Council's
achievements in various operational dimensions, such
as governance, communications, public education and
talent development. Apart from providing assurance
that the Council is meeting public expectations, these
commendations and compliments are an invaluable boost
for staff's morale and pride in their mission of protecting
and empowering consumers in Hong Kong.

8th Media Convergence Awards

CHOICE Magazine was honoured to receive
2 accolades at the captioned Awards, including the
“Media Convergence Award — Magazines (ESG)
— Gold Award” and the “Media Convergence
Award — Magazines (Social Media) — Bronze
Award". Organised by the Hong Kong Association of
Interactive Marketing, the Awards aim to recognise
the outstanding performance of local media in the
fields of television, radio, newspapers and magazines

in the past year, commending their efforts in utilising

technology to disseminate news and information.
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The Ombudsman’s Awards 2023

The Council was delighted for one of its staff
members to receive the Ombudsman's Awards in
2023, for the eleventh consecutive year Mr Danny
LO Den-wai, Acting Senior Complaints & Advice
Officer, was presented with the Award this year
in recognition of his exceptional performance in
customer service and handling consumer complaints.
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Investor and Financial Education
Award (IFEA) 2023

Using the case of the Council's Support Programme for
Persons with Special Needs (commonly known as the
“MH Programme”), the IFEA (Public / Professional Body
and NGO) Gold Award was conferred to the Council on
13 March 2024. Organised by the Investor and Financial
Education Council (IFEC), IFEA is a territory-wide award
to acknowledge the enthusiasm and efforts of parties who
committed to improving financial literacy in Hong Kong.
The MH programme is highly praised for its contribution
in advancing investor and financial education for people in
Hong Kong.
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Words of Thanks

The Council deeply appreciates the positive feedback from consumers and
readers of CHOICE Magazine in recognition of the professionalism of our staff.
Positive sentiment from the audience of the Council’s various social media
channels is also highly appreciated. Selected examples are shown below:

(Note: The following messages from complainants have been edited to enhance readability and
comprehension)
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The complainant’s credit card was used for unauthorised transactions in
February 2023, involving a total of HK$14,382. He reported the matter
to the credit card centre but was requested to pay the bill in May 2023
despite his objection. He thus lodged a complaint with the Council in
the same month and the case was handled by the Council's Complaints
Officer Mr Fu. Upon rounds of conciliation by Mr Fu, the bank agreed
that the complainant did not need to pay for the unauthorised
transaction. The complainant sent an email to the Council to express his
gratitude to Mr Fu's unfailing effort in the past few months to resolve the

dispute and to seek redress for him.
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Case Highlight
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The complainant was informed in October 2022 that his
285,000 mileage would expire in February 2023. To extend the
mileage, an option was to place a fixed deposit at a designated
bank by end of December 2022, so the complainant registered
in mid-November and called the bank in early December to
confirm the purpose of the fixed deposit was to extend the
soon-to-expire mileage, on top of 45,000 extra mileage earned
for the fixed deposit. However, the fixed deposit receipt he
received a week later only mentioned the extra mileage but not
existing mileage. The complainant called the membership hotline
and was told that his mileage could not be extended as he had

already enjoyed extra mileage due to the scheme.

Considering the reply unacceptable, he sought help from the
Council and the case was assigned to Complaints Officer Mr
Wong. Upon Mr Wong's conciliation, the trader resumed the
expired mileage within a month. The complainant sent a letter to
the Council to show his gratitude to Mr Wong who handled the
case wholeheartedly and promptly, and to 2 Council staff, Ms
Lee and Ms Pak, who helped in the initial stages. The complainant
commended the professionalism and efficiency of the Council's
teamwork in protecting the interests of consumers.
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The complainant purchased a ventilator in July 2018 but learnt from news
reports in June 2020 that the model was on the recall list due to safety
concerns. Despite his effort in negotiating with the supplier for more
than 3 years, no arrangement was made and thus he sought the Council's
assistance in August 2023. Ms Lee received the call and assured him
that the case would be handled by the Council. The case was handled
by Complaints Officer Mr Wong, and upon his conciliation, the supplier
arranged to replace the ventilator with an advanced model for the
complainant in October 2023. The complainant sent an email to Ms Lee

and Mr Wong to show appreciation for their assistance.
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Ms. Gilly Wong Fung-haw,

| would [tke to highly compliment the services of the Consumer Council of

B

Kong. The efficiancy, speed, and service of the Council is impressive,

Out of all my years living tn Hong Kong, | never had to file complaints

agatnst any company - but unfortunately, n the last month | have had

to file two complaints against the same company. Filing the complaints

(via the website) was 2asy, fast, and comprehensive. The English on the

website is excallent, your staff response time is excellent, and the overall

concern shown by your staff is appreciated. Agatn, thaunk you for the

excellent work you, and your staff, do at the Consumer Council. | do hope

the HKSAR commumity expresses their appreciation for your hard work,
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Dear Ms Wong,

| would like to express my gratitude to your staff
members, namely Ms Leung, Mr Lo, Mr Fu and
the Council for helping me in getting reasonable
compensations from Il & Il W . Thank you for the
excellent work your Council has done for all customers
in need. Those profit-making company could have
totally ignored us. And again, without the help of

your staff members, | would never get a reasonable

compensation.
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