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ENFORCEMENT AND COMPLAINT HANDLING
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The enforcement of the Estate Agents Ordinance and its subsidiary

legislation is mainly carried out by the Authority's Enforcement and

Complaints Sections.

The Enforcement Section monitors the practice of licensees by conducting

compliance checks at places of estate agency business and first sale

sites. Appropriate actions will be taken against licensees found to have

been in breach of the Estate Agents Ordinance and its subsidiary

legislation.  The Complaints Section investigates complaints against

licensees' alleged breaches of the law or misconduct to promote and

ensure full compliance with the Ordinance and its subsidiary legislation.

In addition to investigation of complaints against licensees, the two

sections concerned also handle daily enquiries from the public and the

trade. In particular, the Complaints Section arrange for duty officers to

meet enquirers in person or answer enquiries through the hotline

network. Through such interactive services, enquirers are given the

opportunity to express their views and understand the role and

responsibilities of licensees. Where suitable, timely advice will be given

to the enquirers with a view to resolving minor disputes amicably.

Complainants may lodge their complaints by using a standard complaint

form found in the EAA website. A pamphlet on EAA's complaint

handling process is also available to the public.

Disciplinary Sanctions Imposed

For minor breaches or unsubstantiated cases, letters of advice on good

conduct and practice would be issued to remind licensees concerned.

Allegations of serious breaches would be referred to the Disciplinary

Committee, which, if proven, would entail imposition of a series of

disciplinary sanctions on the offending licensees, including the issuance

of reprimands or admonishment, payment of fines, revocation or

suspension of licences, or attachment of conditions to licences. Any

case involving potential criminal element would be referred to the

appropriate law enforcement agencies such as the Police and the

Independent Commission Against Corruption for further action.
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�� Enquiries

�� !"# Handled by Complaints Section 3,694

�� !"# Handled by Enforcement Section 6,440

�� Total 10,134

�� Enforcement Section

�� !"# Cases of non-compliance 560

�� !"#$% Reported allegations 804

�� !"#$%&' Non-compliance Cases Discovered During Inspection

�� !"#$%&' Reported Allegations

�� !"#$% Breach of the Estate Agents Ordinance 285

�� !!" Breach of the Practice Regulation 201

�� !"# Breach of the Licensing Regulation 183

�� Others 135

�� Total 804

�� Complaints Section

�� ! Cases of complaint 606

�� ! Bankruptcy cases 99

�� !"#$% Reported allegations 940

E�� !"#$%&F (excluding bankruptcy)

�� Complaints

�� !"#$%&' Reported Allegations

�� !"#$! Breach of Estate Agents Ordinance and its subsidiary 250

E�� !"#$%&F legislation (excluding bankruptcy)

�� !"#$ Conduct and practice 604

�� ! Standard of service 12

�� ! Professional competence 9

�� Others 65

��=E�� !"#$%&F Total (excluding bankruptcy) 940
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�� ! Actions Taken

�� ! Revocation of licence 1

�� !"# Suspension of licence 15

�� !"# Attachment of conditions to licence 88

�� G Fine* 20

�� !"#$% Referred to other bodies

E�� !"#$%F (Police, Independent Commission Against Corruption) 17

�� Reprimand 6

�� Letter of warning 12

�� Letter of advice 765

G�� !"#$% *Fines collected is accredited to the Treasury of the HKSAR
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Progress

A total of 1,805 cases were handled during the year under review,

including 540 cases carried over from the previous year as follows:

�� !" Cases completed 997

E��=NNR=�� !"F (including 115 bankruptcy cases)

�� !" Investigation in progress 768

E�� SR�� !"#$%&'(F (65 cases pending decision of Disciplinary Committee)

E��=NTM=�� !"F (including 170 bankruptcy cases)

�� !"#$ Pending court decision 17

�� !"#$ Pending investigation by other bodies 23

E�� !"#$%!&'()*+
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(Police, Independent Commission Against Corruption,

Office of the Privacy Commissioner for Personal Data)
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Substantiated Cases

Among the 997 cases completed during the reported period, 163

cases were subsequently mediated or withdrawn.  97 cases were

curtailed because of insufficient information to pursue.  349 cases

were found to be substantiated.  388 cases were found to be

unsubstantiated.
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