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Report of the Chief Executive Officer

Getting through a volatile year

In 2020/21, the outbreak of COVID-19 has rapidly impacted the
world and Hong Kong is not immune. It has been an immensely
difficult and disturbing year as | present my eighth report
as the Chief Executive Officer ("CEQ”) of the Estate Agents
Authority (“EAA”). The EAA is faced with challenges to sustain
services to the trade and the public amidst the pandemic.

Gatekeeping
pandemic

the estate agency trade under the

As we entered 2020, the outbreak of COVID-19 brought along
strict quarantine conditions and the implementation of a series
of social distancing measures by the Government. As a result,
a total of 14 qualifying examinations had to be cancelled and
full refunds were arranged during the year. Nevertheless, due
to the gloomy prospects of other sectors, more people from
different industries joined the estate agency trade which led
to the total number of individual licensees increasing by 4.3%
over that of the previous year, and reached a record high of
41,044 as of 31 March 2021.

At the same time, the total number of Hong Kong property
transactions in 2020/21 also recorded an 18.3% increase
compared to 2019/20 and amounted to 83,418 despite the
impact of the pandemic, with a total consideration of $737
billion, which is 17.8% higher than 2019/20. With a higher
number of licensees and property transactions during the year,
the EAA has worked relentlessly to strengthen the compliance
of the trade by all means.

Under the pandemic, the trade has been encountering a “new
normal” in their estate agency business by utilising more
online resources, such as making use of virtual reality (“VR”)
technology for video shooting of properties, and posting more
online advertisements on different social media platforms
via Facebook, Instagram and YouTube etc. The EAA has to
keep abreast of the latest developments in technology and
implemented corresponding measures, especially enhancing
inspections of online property advertisements and online
property portals.
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During 2020/21, a total of 1,319 inspections of online property
advertisements and 680 inspections of online property portals
were conducted. To maximise our efforts, the EAA further
conducted 648 and 880 visits at first-sale sites and estate
agency shops respectively. Separately, we also conducted
1,193 compliance checks to remind the trade about the
important points-to-note on the anti-money laundering (“AML”)
and counter-terrorism financing (“CTF”) requirements in
2020/21.

During the year, the EAA revoked a total of 36 licences
because those licensees no longer met the relevant licensing
requirements. Besides, the EAA adjudicated on 167 non-
compliant cases and as a result a total of 163 licensees were
disciplined.

Estate Agents Authority Annual Report 2020/21
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The professionalism and image of the trade

In 2020, the EAA engaged an independent expert to conduct a
public survey on the public’s perception of the estate agency
trade. The survey revealed that the public’s impression of the
trade in general has improved over the years when compared
to a similar survey conducted in 2010.

Among the 1,000 adult Hong Kong residents that were
interviewed, some 47% had a good impression of estate
agents, which is higher than the 35% in the previous survey.
Most of the respondents also agreed with certain positive
descriptions of estate agents, with the attribute “proactive”

ranking highest (85%), while the attribute “integrity” (51%) still
has room for improvement. In addition, 69% of the respondents
who had ever used estate agents’ services were overall
satisfied with their services, a proportion higher than the
findings in the 2010 Survey (60%).
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In order to sustain the good public image of the trade, the
trade must be prudent in their daily practices and, in this
regard, the EAA spares no effort on licensee education to
further help them enhance their professional level.

One of the efforts made during the year was the promotion of
the “CPD Mark for the Estate Agencies Award Scheme” under
the Continuing Professional Development (“CPD”) Scheme. In
recognition of the efforts of estate agency shops in promoting
the continuous professional advancement of their licensed
employees, the EAA advocated the Scheme to the public by
setting up a new web page in the EAA’s consumer education
website and launching an online publicity campaign in 2020.
The new web page enables the public to have a better
understanding of the CPD Mark and to identify the awarded
agency shops.

At the same time, the EAA also continued to promote the “Gold”
and “Silver” Premium CPD attainment recognitions, which will
be presented to individual licensees who have respectively
achieved the attainment target for a consecutive period of five
or three years under the CPD Scheme. During the year, 36
licensees were awarded the Gold Symbol, while 99 licensees
were awarded the Silver Symbol.

The COVID-19 pandemic has also accelerated the
development of online learning mode beyond face-to-face
CPD seminars. To enable licensees to study anytime, the EAA
produced new e-Learning programmes on various topics which
attracted many enrolments since then. Since February 2021,
“Webinar/ Online Training Class” has also been included as a
new activity mode under the CPD Scheme. Moving forward, the
EAA will continue to launch more webinars and online training
classes for licensees in the coming future.

Separately, to further help the trade to establish a more
professional image to the public, the EAA also continued to
promote the “5A agent” campaign to keep reminding the trade
and the public of the “5A” qualities of a professional estate
agent, which include “Adherence”, “Ability”, “Accountability”,
“Advancement” and “Affinity”, with a view to assisting the trade
to serve customers better.

Estate Agents Authority Annual Report 2020/21

19



1T AR TE

Report of the Chief Executive Officer

20

BRETEERRAZREEE

RE-TRERIFERERR  EE BN
ERELT LR LH - SIMZHE

Tofg B ARERTAE - o 3
ARBHERFRDARERK - BB
FTRRERRMAMATFFEABBEE
RRUENETRBEFEEIMEHAF
WA LAY RGEITIRLD - EME
ERLAERTROAR - BEERTH
BEFRBEFaTEECE  BRFEER
EROFEAXEBEMFATBEER
FERREV AT R AR A - 1R LR B IR
BB ©

BESN - ERIE T EE BT E XA B S
gRte BOUOXABKSINNEE

me - HELHESEmEE -
EBERE
omiyﬁﬁ% %E%AQM%

E %ﬁ&%%ﬂ FKV%ETm—
B~ AE BETASERE —RLIE:
BRTHEIZMEFTEA G R
BRRBHTEAESERERBRAE
Z"JE’Jjﬁ\\—ﬂ NV SRR BT REEK
m BEEMEXKARAESEHRE
EMEME@W$ A ROBAK ] RE TR B
LHRRENRNESHNES -

ERESTELE  EERE —WNRE
WHEERCERTERSR  LEBTF
REMPHEFIERALEAILR - BT
SURBBNHBEEREARKERRE
MR FESEENER  URBEERE
BIMIERETEZHEEHE -

AR RIS

FA EEREFRATHOHKEMA
B B E RS ATE X FERKEHE
SBSA¥#HT  EBENFHEERE
RAEHOERER - RSEDLEEE
ERNEZENEER AT HERN
IR EBETEEERMATEBE -

WERIEEER 2020/21 F#H

Maintain communication with the trade and the public
under the pandemic

To further reduce the risk of the spread of COVID-19, the
office of the EAA had implemented a number of special
staffing arrangements, such as arranging staff to work in
split teams and from home. In addition, both licensees and
ex-licensees were strongly advised to submit their licence
applications through the e-Services platform on the EAA
website and to make their appointment through the online
booking system so as to minimise the number of people
visiting the EAA’s reception, which remained open as normal.
With the enhancement of the e-Services platform, licensees
currently holding a valid licence or former licensees who have
held a valid licence within the past two years can submit their
e-applications for renewing their licences online.

It was also the first time that the EAA held trade liaison
meetings and press conferences by online conferencing
platforms wunder the pandemic. The response was
overwhelmingly positive.

Planning forward

In 2018, the EAA acquired for the first time an office in Chai
Wan and about half of the EAA’s workforce moved to Chai
Wan. The staff of the EAA will soon have a reunion following
the purchase of another new office in the same building at
Chai Wan this year; while a few staff that provide frontline
services to the public and licensees will remain at a separate
small office at a more easily accessible location. The
acquisition of these two permanent offices will help stabilise
the EAA’s operating costs in the long run and reduce the
possible pressure of an upward adjustment of licence fees to
cover the rental costs.

As always and regardless of any challenges it faces, the EAA
will continue to strengthen trade compliances and help them
enhance their positive image in different business channels.
We will also sustain our efforts on educating the trade on AML/
CTF requirements and do more consumer education on the
topic of purchasing properties situated outside Hong Kong.

Closing and acknowledgements

This year also marked a new composition of the EAA Board
membership. We are deeply grateful for the immense
contributions of our former Chairman, Professor William Leung
Wing-cheung, SBS, JP, to the past six years’ development
of the EAA and we are also excited to welcome our new
Chairman, Ms Elaine Liu, JP, who is in fact a long-time Board
member, to lead us forward.
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Despite the challenges in a time of uncertainty this year, my
deep gratitude also goes to the current and previous Board
members for their invaluable guidance. | also appreciate the
support given by our stakeholders, including the Government,
other public bodies, the estate agency trade members and the
talented EAA staff in overcoming myriad challenges in 2020/21.

| am confident that there is a better tomorrow for the EAA and
the trade. No matter how great the challenge may be, let us
think positively and remain confident, and we shall get through
the adversities for the brighter days that lie ahead.

Ruby HON Yuen-ping
Chief Executive Officer
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