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Chairman’s Message

The fiscal year 2019/20 is my 6" year of chairmanship at the
Estate Agents Authority (“EAA”). It is also probably the most
challenging year for the economy of Hong Kong in recent
decades. Notwithstanding the difficult environment, the trade
continues to practise with professionalism and serve the
community with enthusiasm.

Licensee standards

The introduction of the licensing regime came into force in
1999. In the beginning all practising estate agents were offered
conditional licences and were exempt from having to pass
any examinations for a three-year transitional period. At that
time licensees’ professional knowledge, their understanding
of the then new Estate Agents Ordinance, and their business
ethics were all called into question. Looking at the situation
today, | am pleased to see more than 98% of our licensees
have passed the rigorous licencing examinations and more
than 33% now have academic qualifications at degree level.
In addition, to further improve their professional knowledge
the EAA introduced the voluntary Continuing Professional
Development Scheme for licensees in 2005 and up to the
end of March 2020 around 980,000 points have been earned
and some 41,400 licensees have attended courses under this
programme.

Complaint handling

Having to deal with a high number of complaints used to be a
serious headache for the Authority’s Disciplinary Committee.
Six years ago, the EAA implemented the “prevention is better
that cure” strategy to deal with complaints proactively. Instead
of investing a lot of resources to bring the complaints to
hearings, the EAA issued practice circulars with frequently
asked questions and answers to educate the licensees on what
to pay attention to and what to avoid in order not to become
the subject of a complaint. This complaint prevention approach
together with the generally improved knowledge level of the
licensees is proven effective and is one of the main reasons
for the continuous reduction of complaints. The number of
complaints the EAA received is 268 in 2019/20, which is the
record low in the twenty three years’ history of the EAA.
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First-hand property issues — order and
rebate

The red-hot sales of first hand properties in the past three to
four years created two problems for the Authority. Motivated
by the high commission offered by the developers, the
licensees failed to behave orderly at the sales sites. Some of
those failures developed into fist fights among licensees which
brought disrepute to the trade. Another problem which was of
equal magnitude was the dispute between the licensees and
the property buyers who complained that the licensees always
failed to honour their rebate promises.

To deal with the order issue, the EAA introduced a series of
measures. Each team of licensees working at sales sites must
be led by a responsible estate agent of 10 years’ standing
with at least five years in a managerial role and who must keep
a daily list of licensees working at the site he is responsible
for. Externally, the EAA successfully obtained the support
of 35 developers who agreed to sanction those teams who
performed badly on the order issue.

On the rebate issue, the EAA on the one hand educated the

public to document properly the rebate offer and on the other
hand heightened the penalties on offenders.

Estate Agents Authority Annual Report 2019/20
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Chairman’s Message

The Trades’ contribution to the Financial
Action Task Force (“FATF”)’s evaluation
on the Anti-Money Laundering/Counter-

Terrorist Financing regime in Hong Kong

Hong Kong became the first jurisdiction in the Asia-Pacific
region to have achieved an overall compliant result of the
FATF evaluation. The evaluation involved all the financial
professions in Hong Kong as well as the designated non-
financial businesses and professions, and the estate agency
sector was included as one of the professions under scrutiny.
Through the drills and trainings organised by the EAA, the
trade representatives put up an impressive performance, which
contributed to the passing of the evaluation and enabled Hong
Kong to qualify as a whole team.

Office purchase and cost control

Among all the expense items of the EAA, rental payment and
staff cost are the two largest items. The continuous growth in
the number of licensees will result in expansions of staff size
and the office premises in tandem if not managed properly.

In 2018, the EAA made use of its reserve that had been
accumulated over the past 20 years to purchase a self-owned
office in Chai Wan. Although the new office was only able to
accommodate 40% of the staff force, it was still considered
a meaningful hedge for 40% of the rental increase. Without
the hedge, the EAA would have to bear 100% of the rental
increase which will virtually happen every year.

To deal with the growth in staff cost, the increased deployment
of the internet to promote straight through service is not only
a way to slow down growth of staff force but also a way to
reduce human interactions, which is the preferred mode of
operation during the pandemic. In 2019, the EAA pioneered
the computer-based salespersons qualifying examination, and
acquired some degree of experience in handling customer
service on a remote basis. These experiences would certainly
be very helpful in re-designing the EAA’s future customer
experience model.
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FFEHEE Chairman’s Message

Pandemic reliefs

In 2020, the licensee’s income was badly affected by the
social movement and the pandemic. As a token of the EAA’s
contribution to ease off licensee’s difficult position, the EAA
made a quick decision to spare some $21 million out of its
office purchase reserve to distribute to all eligible individual
licensees a professional development subsidy of $500 each.
The EAA is also working tightly with the Government to
disburse the relief payments to all eligible individual licensees.
Each of the eligible licensees is expected to have received a
cash subsidy that equals two-year licence fees before the end
of August 2020 from the Government.

Staying positive in the public’s eyes

The EAA has always attached great importance to enhancing
the professionalism of the trade. This year, the EAA put
the emphasis into action. A “5A Agent” publicity campaign
was launched earlier in the year to educate and encourage
the trade to obtain the “5A” qualities, namely “Adherence”,
“Ability”, “Accountability”, “Advancement” and “Affinity”.
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Chairman’s Message

In a bid to contribute to society, the EAA initiated its first
Corporate Social Responsibility activity. Earlier in the year,
| joined with more than a hundred volunteers from the trade
together with EAA colleagues to clean up the shoreline of
Shui Hau on Lantau Island. To keep the momentum going, the
EAA launched the Estate Agents Community Service Proposal
Competition with a view to encouraging estate agents to serve
their communities better. The competition aims to encourage
estate agents to identify the needs of the communities they
are working in and to propose community services to address
such needs.

A piece of advice

Looking back over the past years of my affiliation with the
EAA, | have noticed that the compensation structure, the
work pressure, and the supervisors’ management style, etc.
of estate agencies’ management do significantly shape the
behaviours of the licensees, sometimes causing them to cut
corners and to step into the grey areas. | urge the trade to
innovate new ways to manage their sales agents. If the system
can be improved to encourage positive behaviours, | am sure
that the image, the professionalism and trust the licensees
could deserve would be greatly improved. It is an area where
leaders in the trade should demonstrate their abilities to make
positive changes for the reputation and integrity of the trade.

Closing

| cannot end this message without thanking the parties who
have walked these years with me in the EAA. My heartfelt
gratitude must go to each of the fellow Board Members for
their tireless commitment and knowledgeable insight.

| would also like to say how assured and delighted | am to
have an outstanding administration team led by our CEO, Ms
Ruby Hon. The EAA’s work could not have been accomplished
without our dedicated staff. | would like to take this opportunity
to express my sincere appreciation to all colleagues in the
EAA Administration.

I must thank all the stakeholders of the EAA, including
developers, estate agency trade members and the
Government, for their continuous support over the years.
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FFEHEE Chairman’s Message

| have a strong belief that our trade will survive through the
bad times. And, as | always say, opportunities are for those
who are vigilant and well prepared. Let’s stay fit and gear up
for the good time to come.

Professor William LEUNG Wing-cheung
SBS, JP
Chairman
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