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TIPS FOR THE TRADE: PROCEDURES ON COMPLAINT

HANDLING OF THE EAA
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The EAA organised a series of CPD seminars in July and

September to promote a better understanding of the procedures
for handling complaints. Three seminars entitled “Tips to Promote
Compliance in the Trade: Procedures on Complaint Handling
of the EAA” were held in three different districts on 29 July, 8
September and 15 September 2015.

Ms Annie Fonda, Director of Operations, and other
representatives of the EAA, briefed licensees regarding best
practices for estate agents in Hong Kong and explained the EAA’s
complaint handling principles.

Through a role play, simulating a tenancy dispute, representatives
of the EAA demonstrated some of the non-compliance issues
commonly found in the trade, and emphasised areas where
estate agents should maintain good service standards and avoid
making mistakes. The EAA’s complaint handling procedures were
also explained to the audience to enhance mutual understanding
and effective communication between the EAA and the trade.

The seminars were well received, and around 350 licensees
attended.
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