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CONSUMER MEDIATION SEMINAR
“Click, Cart, Click: Consumer Dispute Resolution in the Digital Age”

HHA : 202455880 (B#=)
Date: 8 May 2024 (Wednesday)

B¥RI : £ 9:30 - FHF 12:15
Time: 9:30 am —12:15 pm

B ERENHEERE S

Co-organisers: Department of Justice and the Consumer Council

e EEPIRTEEREISRERPOPEUSS A EEE
Venue: Function Hall, 1/F, Main Wing, Justice Place, 18 Lower Albert Road, Central, Hong Kong

(B S A SREEETT MR (B 5E K SR BN B E52)

(The Seminar will be conducted in Cantonese, with simultaneous interpretation in Putonghua and English)

ErBEEBEMNFREERBYRERS
IPHBEENER AKNE T 2IKOEER
R-#AEFHERETRFMARENER B
BARXEERREXERB - ERBERAA
Rt ERBRAE EEABERIMNRF BT
SIENFERTREMATRR ERRIL AF
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E-commerce has significantly transformed the global
business landscape by bringing shopping experience to
consumers’ fingertips via computers and mobile phones.
Whilst e-commerce offers unparalleled convenience,
resolving disputes arising from circumstances such as
delayed or failed deliveries, damaged or faulty products,
misrepresentation and even personal data leakage may
be complex and time-consuming. In the circumstances,
there is a growing need for a fair and effective mechanism
for consumer dispute resolution.

This seminar will explore the unique challenges and
opportunities arising in the digital economy, and their
implications for consumer dispute resolution. Our
panelists will examine current topics including data
protection and online dispute resolution etc.
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09:40 - 10:15
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Opening Remarks

=REZ L
Ms Gilly Wong
HEEZESERSE

Chief Executive, Consumer Council

TERIREN (—) — SRREEEFMRERIAEERER
Panel Discussion 1 — Use of Mediation in Data
Protection and Privacy Disputes

BN MRS T 2REE EFABTHAT EXRER AR HEEHD
MEEKAEEEASRRHFANEAEN SHRRHESBELLER
R EPHREEBEREE RN EE M MR SRR AERRYS RERINR
FHBEEFRRRIERRMER

Digital technologies have revolutionised the global economy, with e-commerce
becoming the mainstream across the globe. In parallel, there has been growing
concern among consumers over the usage or leakage of their personal data by traders.
This Panel moderated by Ms Hin Han Shum, discusses the importance of data
protection in the era of digital economy and explores how mediation can play a
constructive role in resolving consumer disputes involving data breaches.

F# A Moderator:

FHREER L
Ms Hin Han Shum

5 B PR 1R A B 5 A THE AT e B R 1R AT
Solicitor Advocate, Senior Associate, Squire Patton Boggs

EEREMTESENEMRAREEGRE
Council Member of the Law Society of Hong Kong
and member of the Mediation Committee

%% Speakers:

B E

Mr Eugene Low
ESRERMITABA

Partner, Hogan Lovells 3
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10:15-10:25

10:25 - 11:55

R R BR
Prof. Wong Kai-yi, Stephen

EEXREMEFHFAAERED

Barrister-at-law, Gilt Chambers

IEREMEEABRBEBRHIR

Adjunct Law Professor, Beijing Normal University

FIEIRET Q&A

FERIREN (Z) — HBEEFERRR — BIGRRNAE
Panel Discussion 2 — Resolving Consumer
Disputes — Unlocking the Power of Mediation

ERBECEMRAT HEERTRHEX T MAURLRPABREEM Lt
RERLTRXZ -BABFHERMHETRANEN  BNAAERBEREAEXE
IERFEERY - AmBRA AR EREE R RABRRE R AT EN
FEAHEENMBRGRT MEIPkE-

A RIRETHR S BER B S RN B RIS REHBEE FRRANT
E-RMINBERRRBNAPTHEE S8 L FERF-ARM—ERAT
FRUN BB RN N B A RO R IS IR P FE!

In the new era of the digital economy, consumers can browse through a vast range of
products, compare prices, and complete transactions from the comfort of their homes
with just a few clicks. Whilst e-commerce offers great convenience, the difficulties in
effectively resolving disputes relating to late or failed deliveries, damaged or faulty
products, misrepresentation, and payment or refund issues pose new challenges to
consumers and traders.

This panel will explore the unique challenges and opportunities arising in the digital
economy, and their implications for consumer dispute resolution. Our panelists will
examine current topics including online dispute resolution. Join us to gain insights on
how you can navigate disputes effectively in the digital marketplace through the power
of mediation!
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F# A Moderator:

FALSH ko

Ms Queenie Lau
RIBAEEMEFEFR KRN

Barrister, Temple Chambers

#% Speakers:

PREXERK12EM, BBS, JP

Mr Samuel Chan Ka-yan, BBS, JP
HEEHEEEEE

Barrister-at-law

Chairman of the Competition Commission

AIEERE
Mr Francis Ho
HEEZEEEIERE

Deputy Chief Executive, Consumer Council

EBKE

Mr Vincent Kwok

Hewlett Packard Enterprise & 7 B B FI4R4ZIR

General Manager, Hewlett Packard Enterprise, Hong Kong and Macau
BABHENERABTRAFAYELEZEEERE

Chairman, Customer Complaint Settlement Scheme Governing Committee,
Communications Association of Hong Kong

ERERMZL
Ms Evelyn Ngan

HEEZEEZESRIGHREHEME

Acting Senior Complaints & Advice Officer, Consumer Council

MIEIRE Q&A
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Ms Gilly Wong

Chief Executive, Consumer Council

Ms Gilly Wong is the Chief Executive of the Consumer Council. She is responsible for
overseeing the operation of the Council, formulating policies, strategies and long-term
programmes for the protection of consumer rights and interests. Gilly is also the Vice
President of Consumers International, a federation of consumer organisations worldwide with
over 200 members in more than 100 countries.

Prior to her appointment as the Chief Executive of the Consumer Council in November 2012,
Gilly was the General Manager, MICE and Cruise of the Hong Kong Tourism Board, leading
the team to roll out a series of initiatives to reinvigorate Hong Kong'’s leading position in the
global MICE sector. Gilly advanced her career with a number of large corporations, holding
various management positions in regional or international marketing and business
development capacity.

Gilly is active in public service currently representing the Council on many public bodies for
many years, including, inter alia, the Steering Committee on Prevention and Control of
Non-communicable Diseases, the Estate Agents Authority, the Hong Kong Council for Testing
and Certification and Deposit-taking Companies Advisory Committee of the Hong Kong
Monetary Authority.

Gilly holds a Bachelor of Business Administration degree from the Chinese University of Hong
Kong and a Master of Business Administration degree from the University of Western Ontario.
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Ms Hin Han Shum

Solicitor Advocate, Senior Associate, Squire Patton Boggs
Council Member of the Law Society of Hong Kong and member of the Mediation Committee

Ms Hin Han Shum is a solicitor advocate, able to be heard in the High Court and Court of Final
Appeal. She has conducted various litigation cases and has represented clients in different
levels of Hong Kong courts. As an accredited general mediator, Ms Shum is familiar with the
common fundamental issues leading to disputes and aims to prevent those risks at the
contract preparation stage. She was a member of the Steering Committee on Mediation under
the Department of Justice and is also admitted as an associate member of the Hong Kong
Institute of Arbitrators.

She is heavily involved in the commercial practice and has experience in contract drafting and
advisory work for food and beverage brands entering and exiting the Hong Kong market.

Ms Shum also often advises clients on privacy laws, drafts privacy policies and website terms,
and provides practical solutions to clients in relation to cybersecurity incidents.

She has been seconded to international companies to assist their in-house legal teams with
day-to-day operations and major legal transactions. These experiences have allowed her to
develop a pragmatic approach to solve business operation issues.

Ms Shum sits on the Council of the Law Society of Hong Kong (the regulatory body of all Hong
Kong solicitors) and serves as a member of various committees, including the Standing
Committee on Compliance and External Affairs, Anti-Money Laundering Committee, Innotech
Committee, Arbitration Committee and Mediation Committee. She is currently an officer of the
International Bar Association (IBA) Young Lawyers Committee.

She is often invited to speak at international conferences and universities on topics such as
merger and acquisitions, artificial intelligence in businesses, blockchain, data privacy, and
international commercial arbitration, and has contributed to the “Annotated Ordinances of
Hong Kong: Business Registration Ordinance” (Cap. 310) (3™ edition, published by
LexisNexis), the Partnership Law Handbook (3™ edition, published by LexisNexis) and other
World Bank researches.

She is a Chairman of the Appeal Tribunal Panel (Buildings) and sits on Criminal and Law
Enforcement Injuries Compensation Boards.

She was the finalist of the Asia Legal Business Hong Kong Law Award 2023 for the Taylor
Root Award Young Lawyer of the Year.



it £

SPEAKER

BRI E

ESRERMTAEBA
EFRAEA

IREEMATER1SEFNNELER TEXSNAERNEAARLNE - £#E
ARTLNER > BIFMANEREBEEERLKE  URM—RERSENEREHN I
RREAREN - BRATERRAMNMGERG > HEABNNRSEEOERER -
MR —URURABRR(FEBEBRMEHFLO) - B> tthEREAHRBRBREE
WERENS -

10



HEEFHRRMEE
CONSUMER MEDIATION SEMINAR

Mr Eugene Low

Partner, Hogan Lovells
Notary Public

Mr Eugene Low has over 18 years of experience practising law. His practice focuses on
intellectual property and data privacy. His experience in the data privacy field includes drafting
data privacy policies and advising on data privacy compliance and the handling of data
breaches. Eugene handles litigation and arbitration cases, and is experienced in mediation
and settlement discussions. Eugene is also an accredited mediator (Hong Kong International
Arbitration Centre). In addition, Eugene serves as a domain name panelist at various domain
name dispute resolution institutions.
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Prof. WONG Kai-yi, Stephen

Barrister-at-Law, Gilt Chambers

Arbitrator (Hong Kong Institute of Arbitrators, Shanghai Arbitration Commission)
Adjunct Law Professor, Beijing Normal University

Qualified Dispute Resolver, Academy of Experts, London

Prof. Wong Stephen Kai-yi is a barrister-at-law in Hong Kong, specialising in civil and
commercial (company, trust, finance, securities and technology/data), as well as criminal law.
He is also a fellow of Hong Kong Institute of Arbitrators, an arbitrator of Shanghai Arbitration
Commission, an adjunct law professor of the Beijing Normal University and a qualified
Dispute Resolver of the Academy of Experts, London.

He is currently the Director of the China Law Society, the Director of Hong Kong Genome
Institute, the Chairman of the Independent Vetting Committee of the Institute of Big Data
Governance, Hong Kong, the Chairman of the Standards Committee of the Environment,
Social, and Governance Consortium, Hong Kong and the Expert Member of Shenzhen
Municipal Law Compliance Commission.

From 1997 to 2000, Prof. Wong was the Leader (HK) of the Mainland and Hong Kong
Reciprocal Recognition & Enforcement of Arbitral Awards Expert Group. From 2006 to 2007,
he was the responsible Government Counsel promoting the Mediation Ordinance (Cap. 620).
He assumed posts at the Hong Kong Economic and Trade Office, first based in Brussels and
then Berlin as Director from 2007 to 2012. From 2012 to 2014, he was the Secretary of the
Law Reform Commission of Hong Kong. From 2015 to 2020, he was appointed as the Privacy
Commissioner for Personal Data in Hong Kong.
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Ms Queenie Lau

Barrister, Temple Chambers

Ms Queenie Lau is recommended as a mediator by Who’s Who Legal (Mainland China &
Hong Kong SAR — Mediation). As a lawyer, Queenie is described by Chambers and Partners
2023 as “an excellent advocate” and “an outstanding junior counsel. She is probably the best
in her rank. She is always hard-working and responsive. She is versatile and has solid
knowledge in various areas of law.” Legal 500 2024 also describes Queenie as “a first-class
advocate”, and “her advice is practical and incisive and she is a pleasure to deal with”.
Queenie has been recommended by Chambers and Partners as a leading Hong Kong junior
for commercial disputes, by Legal 500 as a leading junior for commercial disputes and also
employment cases, by Who’s Who Legal (Mainland China & HKSAR — Arbitration) as a
Thought Leader and by Doyle’s in the area of employment.

Queenie has a broad, predominantly civil, practice which includes commercial law, securities
and regulatory matters, banking, company law, land law, conveyancing, building
management, professional negligence, employment law, family law, defamation, probate and
commercial fraud.

Queenie qualified as a Centre for Effective Dispute Resolution (CEDR) accredited mediator in
March 2009 and as an accredited mediator on the Hong Kong International Arbitration
Centre’s Panel of General Mediators in November 2009. She has conducted over 100
mediations (using English, Cantonese and/or Putonghua).

Queenie has also advised as Counsel in mediation matters and acted as mediation advocate
in mediations. In particular, she has acted as mediation advocate in the second to fourth days
of a four-day mediation.

In October 2021, Queenie sat as a Master in the Judiciary’s Case Settlement Conference pilot
scheme. Queenie has also given demonstrations in several CEDR mediation courses, a
CEDR mediation advocacy course and other mediation practice sessions organised by
CEDR. Further, she has been a Part-Time Lecturer in respect of a mediation course run by
the University of Hong Kong’s Department of Professional Legal Education.
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Mr Samuel Chan Ka-yan, BBS, JP

Barrister-at-law
Chairman of the Competition Commission

Mr Samuel Chan Ka-yan, BBS, JP is a practising barrister in Hong Kong since 1989 and has
been appointed to many advisory and statutory bodies. He is the Chairman of the Competition
Commission, Member of the Independent Commission Against Corruption Operations
Review Committee and Member of the Working Group on Class Actions. He was also the
former Vice-Chairman of the Consumer Council, Non-Executive Director of the Insurance
Authority and the Chairman of the Consumer Legal Action Fund Management Committee.

In 2016, under the leadership of Mr Chan as the Chairman of the Legal Protection Committee,
the Consumer Council published its study report on “The Role of Consumer Arbitration”,
advocating for the establishment of a Consumer Dispute Resolution Centre by the
Government to resolve consumer disputes by adopting a “mediation first, arbitration next”
approach.

In 2020, Mr Chan was awarded the Bronze Bauhinia Star in recognition of his significant
contribution to the promotion of consumer interests.

Mr Chan is a Fellow of the Chartered Institute of Arbitrators, Fellow of the Hong Kong Institute
of Arbitrators and Panel Arbitrator of the Shenzhen Court of International Arbitration.
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Mr Francis Ho

Deputy Chief Executive, Consumer Council

Mr Francis Ho is the Deputy Chief Executive of the Consumer Council, assisting the Chief
Executive in formulating / implementing policies and overseeing the operation of the Council
in the protection of consumer rights and interests.

Before joining the Council, Francis was a Senior Superintendent of the Hong Kong Police
Force, serving predominantly in the crime stream. He has a wealth of experience in the field
of criminal investigation and has worked in a variety of command posts including divisional
commander, Commercial Crime Bureau, Internal Investigations Office and Complaints
Against Police Office.

Francis is currently representing the Council in a number of public services including the
Costs Committee, the Sub-Committee on Cybercrime of the Law Reform Commission of
Hong Kong, the Telecommunications Users and Consumers Advisory Committee of the Office
of the Communications Authority, and the Committee on Complaints against Private
Healthcare Facilities of the Department of Health.

Francis holds a Social Work degree from the University of Hong Kong and a Master of Arts in
Public Policy and Management from the City University of Hong Kong.
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Mr Vincent Kwok

General Manager, Hewlett Packard Enterprise, Hong Kong and Macau
Chairman, Customer Complaint Settlement Scheme Governing Committee,
Communications Association of Hong Kong

Mr Vincent Kwok is currently the President of Green ICT Group of The Communications
Association of Hong Kong (CAHK) and the Chairman of the Customer Complaint Settlement
Scheme (CCSS) Governing Committee of CAHK. As the General Manager of Hewlett
Packard Enterprise, Hong Kong and Macau, Mr Kwok is responsible for leading business
strategies and operations in these markets through offering unique, open and intelligent
technology solutions to clients.

Mr Kwok has been an IT veteran with more than 25 years of experience in the technology

sector and a well-respected industry leader in Hong Kong and the region, who brings the team
valuable technical know-how and business acumen.
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Ms Evelyn Ngan

Acting Senior Complaints & Advice Officer, Consumer Council

Ms Evelyn Ngan is currently serving as the Acting Senior Complaints & Advice Officer at the
Consumer Council, leading a dedicated team of officers in managing over 2,700 complaint
cases every month.

Evelyn has over 10 years of extensive experience in handling and conciliating consumer
disputes, ensuring fair solutions for all parties involved. She has attended comprehensive
mediator training courses, equipping her with the necessary skills to facilitate negotiations
and foster open communication with complainants and traders. Evelyn became an accredited
General Mediator of the Hong Kong Mediation Accreditation Association Limited in 2017.

Over the past years of her work, Evelyn has received much appreciation in the course of her
duty. In recognition of her outstanding service performance, Evelyn, representing the
Consumer Council, was presented The Ombudsman's Awards 2021 for Officers of Public
Organisations by The Office of The Ombudsman, Hong Kong.

Evelyn holds a bachelor’s degree in English for Professional Communication from the City
University of Hong Kong.
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Questionnaire

hitps:/fforms.glelyFDR5e33wwJ7tSaq8

MREHERBEEREARM AREZEB HEHNEIREG
RERME-

If you have any questions for the speakers, please scan
the QR code to fill in the Q&A form for the Panel Discussion.

REEBTHEHEEFRARAS T - RSB SRS
ER—MEERE CHNEEEREMNREMAOREHEEH
BIBR TS -

Thank you for attending the Consumer Mediation Seminar.
We would be grateful if you could scan the QR code to
complete the questionnaire. Your comments are
important for us to provide better service.






