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Forty-eighth Meeting of
the Business Facilitation Advisory Committee

The Consumer Council
Introduction of its role in facilitating business
through Dispute Resolution

Purpose

This paper provides Members of the Business Facilitation Advisory
Committee (BFAC) with an overview of the functions and structure of the
Consumer Council (the Council) and the content of the flagship publication
of CHOICE Magazine. It also introduces the roles of the Council in
facilitating business through resolving disputes between consumers and
traders and its development in the application of advanced technology in
dispute resolution.

Background

2. The Council was established in 1974, and has been striving to
safeguard the interests of consumers.

3. The flagship publication of CHOICE Magazine of the Council aims
to promote consumer education to the members of the community through
complaint repository, product testing and market research, and product
quality/price monitoring to protect the rights of consumers.

4, The Council strives to be the trusted voice for building a safe and
sustainable consumption environment, and strengthening communication
and liaison between consumers and traders, which are closely related to
business facilitation.

5. The Council has been acting as a mediator to resolve disputes
among consumers and traders. While understanding the difficulties faced by
different industries, it shoulders the responsibility of protecting consumers'
rights. Therefore, the Council is able to mediate consumption disputes in an
impartial manner, and to promote good interaction and communication for
exploring a solution that is acceptable to both parties.
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6. On the other hand, in order to encourage business and professional
organisations to formulate code of practices for improving service quality
and strengthening consumer protection, the Council formulated the Code of
Business Practice (the Code) with the laundry industry and the jewellery
industry in 2015 and 2017 respectively. The Code boosts consumer
confidence in the industry and facilitates its sustainable development. Since
the formulation of the Code, the number of complaints received by the
Council about these two sectors has shown a downward trend, showing the
effectiveness of the Code.

1. The United Nations Conference on Trade and Development’s 2021
Report points out that by establishing an effective Online Dispute Resolution
(ODR) mechanism, it could not only increase consumers’ trust in relevant
enterprises and sales, but also help enterprises to save costs.

8. In keeping abreast of the momentum of digital transformation, the
Council is going to update its complaint handling system and introduce an
ODR Platform in the next two to three years. It will enable efficient handling
of complaints and provide the most convenient way for complainants and
traders to negotiate and resolve consumption disputes.

Platform Features of the ODR

Q. The Council expects that upon the setup of the ODR platform,
disputing parties can communicate, exchange and view messages and
documents online through the platform. The platform also has a notification
function to avoid missing messages. If the dispute cannot be settled, the
Council may timely intervene in the process to resolve the dispute between
the complainant and the trader through conciliation.

10. The new complaint handling system makes use of information
technology to analyse data. The scope may cover the trends of complaints
and resolution rate, etc. Case information, relevant documents and
communication records among disputing parties are maintained in the
platform. This helps the Council grasp the crux of issues involved and takes
follow-up action on conciliation.

Facilitating Communication

11. In addition, the Council officially launched its WeChat official
account on 1 June. The link between Hong Kong and the Mainland,
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especially the Greater Bay Area, will grow closer than ever. According to
the national development policy, more Hong Kong people will live and work
in the “one-hour living circle” of the Greater Bay Area in the future. The
launching of the WeChat official account will serve as a source of objective
and practical consumption information for across the border.

Advice Sought

12. Members of the BFAC are invited to note the content of the paper
and Annex (available in Chinese only).

Consumer Council
July 2022
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