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Date/Time：October 31,2018  09:00~17:00

日期/時間：2018年10月31日，09:00~17:00

Venue：GIS  MOTC  Convention  Center,3F

(No.24, Sec. 1, Hangzhou S. Rd., Zhongzheng Dist., Taipei City)

會議地點：集思交通部國際會議中心3樓(台北市杭州南路一段24號)

Simultaneous  Interpretation  Service：

English/Chinese  Simultaneous  interpretation  is  availble  free  of  charge  

during  the  seminar.Please take  your  identity  documents  to the  

simultaneous  interpretation  desk  to  exchange  your simultaneous 

interpretation  headset.Before  leaving,please  remember  to  return the  

headset  and  get  your  identity  documents  back.  

同步口譯服務：大會備有中、英文同步口譯服務，請攜帶證件至同步口譯租借處

兌換，離開會場時請將耳機歸還並取回證件。

Life-Long  Learning  Education  Accreditation：

Civil  service  learning  hours  will  be  provided  for  Civil  Servant.Please  

make  sure  to  sign  in  and  sing  out  at  registration  desk.

公務人員終身學習教育時數：本次研討會可以獲取公務人員終身學習，請務必至

報到處簽到及簽退。

Seminar  Precautions：

研討會注意事項：

-Smoking  is  prohibited  at  all  times  in  the  Venue.

-會場內嚴禁吸菸

-Please  turn  your  cell  phones  off  or  switch  into  silent  mode  during  all  

sessions.

-會議期間請將您的手機關機或轉為靜音模式。
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時間(Time) 議程(Agenda)

08:30-09:00 報到-Registration

09:00-09:10

開幕致詞-Opening Remarks

行政院消費者保護委員會劉春堂前秘書長-輔仁大學榮譽教授

Mr. Chun-Tang Liu, Secretary General, Former Consumer Protection 

Commission, Executive Yuan, Taiwan

Chair Professor; Department of Law, Fu Jen Catholic University

09:10-09:15 團體合照 -Group photo

專題演講-Keynote Speech

09:15-10:05

主講人：行政院消費者保護會-李沃牆委員

Speaker:Dr. Wo-Chiang Lee, Member of Consumer Protection Committee, 

Executive Yuan, Taiwan

主題：金融服務的創新、管理與消費者保護

Report:Financial Innovation, Regulation and Consumer Protection

10:05-10:20 休息時間-Break time

第一場 Session 1

主持人:美國聯邦貿易委員會助理處長-Ms. Larissa Bungo

Moderator:Ms. Larissa Bungo, Assistant Regional Director, Federal Trade Commission, U.S.A.

10:20-10:50

演講人：新加坡消費者協會林謀泉會長

Speaker:Mr.Biow-Chuan Lim, President, Consumers Association of Singapore

主題：新加坡消費者保護的理念與實務

Report:The Concept and Practice of the Consumer Protection in Singapore

10:50-11:20

演講人：香港消費者委員會投訴及諮詢部莊龍五總主任

Speaker:Mr. Lung-Ng Chong, Chief Complaints & Advice Officer,Consumer

Council, Hong Kong Special Administration Region

主題：跨境消費糾紛協調解決機制-現況及海外機制探討

Report ：Cross-border Consumer Dispute Resolution Mechanism – Current 

Situation and Overseas Mechanism

11:20-11:40

與談人Panelists

1.美國消費品安全委員會亞太地區產品安全官員-Mr. Joel Blank

Asia Pacific Regional Product Safety Officer, Consumer Product Safety 

Commission, U.S.A.

2. 銘傳大學顏廷棟教授-Professor Ting-Tong Yen

Department of Financial Law,Ming Chuan University, Taiwan

11:40-11:50 Q&A

11:50-13:30 午餐時間-Lunch

Chapter 2：Agenda 大會議程
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時間(Time) 議程(Agenda)

第二場 Session 2
主持人:新加坡消費者協會林謀泉會長

Moderator:Mr. Biow-Chuan Lim, President,Consumers Association of Singapore

13:30-14:00

演講人:美國聯邦貿易委員會助理處長-Ms. Larissa Bungo
Speakers:Ms. Larissa Bungo, Assistant Regional Director, Federal Trade 

Commission, U.S.A.
主題:廣告的趨勢和相關議題

Report :Advertising Trends and Issues

14:00-14:30

演講人:英國競爭及市場局專案處長-Ms. Cecilia Parker Aranha
Speakers:Ms. Cecilia Parker Aranha, Project Director, Competition and Markets 

Authority, U.K.
主題:線上平台-消費者保護工作的挑戰

Report:Online Platforms: Challenges for Consumer Protection

14:30-14:50

與談人Panelists：
1.中原大學陳志民教授-Professor Andy Chen

Department of Financial & Economic Law Chung Yuan Christian University,
Taiwan

2. 高雄科技大學程法彰教授-Professor Fa-Chang Cheng,
Graduate Institute of Science & Technology Law, National Kaohsiung University 

of Science & Technology, Taiwan

14:50-15:00 Q&A

14:50-15:20 休息時間-Break time

第三場 Session 3
主持人：英國競爭及市場局專案處長-Ms. Cecilia Parker Aranha

Moderator:Ms. Cecilia Parker Aranha, Project Director, Competition and Markets Authority, 
U.K.

15:20-15:50

演講人：泰國消費者保護辦公室專業分析師-Mr. Manop Pisetkul
Speakers:Mr. Manop Pisetkul, Analyst, Professional Level, Office of the Consumer 

Protection Board, Thailand
主題：消費者概念和趨勢

Report ：Consumer Concepts and Trends

15:50-16:20

演講人：韓國消費者院協理-Ms. Jihong Cheon
Speakers：Ms. Jihong Cheon, Assistant Manager, Korea Consumer Agency

主題:韓國政府與消費者之關係
Report:Relationship Between Government and Consumers in Korea

16:20-16:40

與談人Panelists
1.美國聯邦貿易委員會助理處長-Ms. Larissa Bungo

Assistant Regional Director, Federal Trade Commission, U.S.A.
2. 行政院消費者保護處陳加昇參議-Mr. Jia-Sheng Chen 

Senior Executive Officer, Department of Consumer Protection, Executive Yuan, 
Taiwan

16:40-16:50 Q&A

16:50-17:00

閉幕致詞-Closing Remarks
行政院消費者保護會游開雄委員-中華民國消費者文教基金會董事長

Mr. Kai-Hsiung Yu, Member of Consumer Protection Committee, Executive Yuan
Chairman, Consumers’Foundation, Taiwan

17:00-17:05 貴賓合影Group Photo
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Chapter 3：Moderator Introduction 
主持人介紹

美國聯邦貿易委員會助理處長

Ms. Larissa Bungo

Assistant Regional Director, Federal 

Trade Commission, U.S.A.

新加坡消費者協會林謀泉會長

Mr. Biow-Chuan Lim,

President, Consumers Association of 

Singapore

英國競爭及市場局專案處長
Ms. Cecilia Parker Aranha

Project Director, Consumer 

Protection Enforcement, Competition 

and Markets Authority, U.K.



Chapter 4：Speaker Profiles
講者簡介

Keynote Speech

Name：Dr. Wo-Chiang Lee

Job Title：Member of 

Consumer Protection 

Committee, Executive Yuan, 

Taiwan

Work  

experience

Wo-Chiang Lee is a Professor at the department of banking 

and finance ,Tamkang University, and the Member of 

Consumer Protection Committee,Executive Yuan, Taiwan.He

also serves on the board of directors of EUROC Venture 

Capital Group and Mega Venture Capital Co., Ltd. He 

received his PhD in Economics from National Chengchi

University, Taiwan in 1998. His research interests include 

FinTech, financial engineering, risk management, financial 

econometric, computational intelligence. His work is 

published in the Journal of Operational Risk, Review of 

Securities and Futures Market, Journal of Futures and Options, 

Journal of Statistics and Management Systems, Asian 

Economic and Financial Review, The Empirical Economics 

Letters, and  over 500 financial opinions articles, etc.

5



Session 1 , Report#1

6

Name：Mr.  Biow-Chuan Lim

Job Title：President, Consumers 

Association of Singapore (CASE)

Work  

experience

Mr Lim is the Deputy Speaker of Parliament and the Member 

of Parliament for Mountbatten SMC. He was first elected as 

Member of Parliament for Marine Parade GRC in April 2006. 

He was re-elected as Member of Parliament for Mountbatten 

SMC in May 2011 and again in Sept 2015.

In addition to his Parliamentary duties, he also serves in the 

following positions:

Chairman of Marine Parade Town Council;

President of the Consumers Association of Singapore (CASE);

Member, Government Parliamentary Committee (GPC) for 

Transport and Member, GPC for Manpower.

He is a lawyer and has been in legal practice since 1989. He 

is a senior partner in Derrick Wong & Lim BC LLP and has 

been appointed as a Notary Public and a Commissioner for 

Oaths.

He also serves actively in church and is the Chairman of the 

Local Church Executive Committee for Ang Mo Kio 

Methodist Church.

Mr Lim was awarded the National Day award – Public 

Service Medal (PBM) in 2001 for community services. He 

had served as a community leader in Jalan Besar constituency 

since 1990. He had also served for 3 years in the Public 

Transport Council.
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Name：Mr. Lung-Ng Chong

Job Title：Chief Complaints & Advice 

Officer, Consumer Council of Hong 

Kong

Work  

experience

Education

LL.M. (University of London)

Professional Qualification

Accredited Mediator, Hong Kong International Arbitration 

Centre.

Work  experience

Over 25-year experience in Consumer Council of Hong Kong

Professional Qualification:Accredited Mediator, Hong Kong 

International Arbitration Centre.
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Name：Ms. Larissa Bungo

Job Title：Assistant Regional Director,  

Federal Trade Commission, U.S.A.

Work  

experience

Larissa L. Bungo is the Assistant Regional Director for the 

Federal Trade Commission’s East Central Region, Ms. Bungo

joined the agency in 1995, and served as a staff attorney for 

many years prior to her current position.  On behalf of the 

FTC, Ms. Bungo has litigated and investigated civil fraud 

cases, including internet and business opportunity schemes, 

foreclosure rescue, national advertising, consumer credit, and 

debt collection matters.  Ms. Bungo also served as a Special 

Assistant United States Attorney for the Eastern District of 

Pennsylvania, assisting with a mail and wire fraud 

prosecution of several former FTC defendants.  She enjoys 

providing consumer education outreach, in particular, the 

opportunity to help vulnerable populations such as youth 

aging out of foster care and seniors detect, deter and defend 

against fraud schemes.  The FTC awarded Ms. Bungo the 

Excellence in Supervision Award in 2014, and Janet D. 

Steiger team awards in 2012 and 2008.  Ms. Bungo received 

her law degree from Case Western Reserve University and 

her undergraduate degree from the University of Iowa. 
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Name：Ms. Cecilia Parker Aranha

Job Title：Director, Consumer 

Protection Enforcement, Competition 

and Markets Authority, U.K.

Work  

experience

Cecilia Parker Aranha has been a Director, Consumer 

Protection Enforcement, at the UK’s Competition and 

Markets Authority since 2014. She has led a number of high 

profile consumer protection enforcement projects, including 

the CMA’s ongoing investigations into the online hotel 

booking sector and online gambling.

Cecilia represents the CMA in the International Consumer 

Protection and Enforcement Network, a global network of 60 

consumer protection bodies, where, among other things, she 

has been co-leading work on terms and conditions in the 

digital economy. 

Cecilia has been in lawyer in a variety of UK and Scottish 

Government Departments for 17 years. She has advised on a 

diverse range of issues from public law, human rights and 

devolution to social security and energy. She has been 

specialising in consumer protection law since 2010 and sits 

on the Law Society of Scotland’s Consumer Law 

Committee. Cecilia holds a degree in Law and German and 

an MSc by research in Social Policy both from the University 

of Edinburgh.
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Name：Mr. Manop Pisetkul

Job Title：Analyst, Professional Level, 

Office of the Consumer Protection 

Board, Thailand

Work  

experience

Education

-Ramkhamhaeng University Master of Political Science

-Chulalongkorn University Bachelor of Political Science

Experience

-Policy and Plan Analyst, Senior Professional Level –

Foreign Affairs Subdivision (2017-present)

-Head of Consumer Complaint Screening Center, OCPB 

(2015-2017)

-Investigator at Advertising Division (2004-2015)
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Name：Ms. Jihong Cheon

Job Title：Assistant Manager, Korea 

Consumer Agency

Work  

experience

Jihong Cheon is an Assistant Manager for Domestic & 

International Cooperation Team of Department of Public 

Affairs at Korea Consumer Agency. In that role, she is 

engaged in arranging international conferences such as Asian 

Forum and Korea-China-Japan meeting on consumer policy. 

Since she joined the KCA in 2013, Jihong also gained 

experience working at the Department of Consumer Redress 

and Department of Market Research. Especially at the market 

research department, she had dealt with consumer matters 

related to cross-border transactions. She received a 

Bachelor’s degree in Economics and Trade and a Bachelor of 

Arts degree in Chinese language and literature from 

Kyungpook National University.



Keynote Speech：

主講人：行政院消費者保護會-李沃牆委員

Speaker:Dr. Wo-Chiang Lee, Member of Consumer 

Protection Committee, Executive Yuan, Taiwan

主題：金融服務的創新、管理與消費者保護

Report:Financial Innovation, Regulation and 

Consumer Protection
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Session 1：

演講人：新加坡消費者協會林謀泉會長

Speaker:Mr. Biow-Chuan Lim, President, 

Consumers Association of Singapore

主題：新加坡消費者保護的理念與實務

Report:The Concept and Practice of the 

Consumer Protection in Singapore
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Session 1：

演講人：香港消費者委員會投訴及諮詢部莊龍五總主任

Speaker:Mr. Lung-Ng Chong, Chief Complaints & 

Advice Officer, Consumer Council, Hong Kong Special 

Administration Region

主題：跨境消費糾紛協調解決機制-現況及海外機制探討

Report ：Cross-border Consumer Dispute 

Coordination and Settlement Mechanism-Current 

Situation and Overseas Mechanism.
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design A 10/28/2018

2018 Workshop on Concepts  

and Trends of Consumer  

Protection

Cross-border Consumer Dispute  

Resolution Mechanism – Current Situation  

and Overseas Mechanism

Mr. Lung-Ng Chong

Chief Complaints & Advice  

Officer Consumer Council, Hong  

Kong

31 October 2018

Cross-border Consumer Disputes –
Major Categories

Inbound tour  
designated shops

- Forced purchase, price  

dispute, product quality

Online reservation – local  
& cross-border

- Delay & change schedule  
(air-ticket), no reservation  

record (hotel)

Outbound Tour, Air-ticket  

& hotel package

- Service quality, delay &  
poor schedule

2
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Cross-border Consumer Complaint Statistics

Cross-border Consumer Complaint Statistics

2016 2017 1-9/2018

Outbound
（Tour, Air-ticket &  
hotel package）

No. of  
Complaint

252 265 276

Amount  
Involved (HK$)

$3,057,000 $3,098,000 $4,304,000

Inbound Tourist
（from mainland）

No. of  
Complaint

160 143 55

Amount  
Involved (HK$)

$1,717,000 $1,790,000 $692,000

Online reservation
（local & cross-
border）

No. of  
Complaint

3,208 3,940 3,668

Amount  
Involved (HK$)

$10,683,000 $10,838,000 $22,853,000

3

Percentage of Tourist Complaint

4

25,098 24,881

0

5,000

10,000

15,000

20,000

25,000

30,000
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來來來來港港港港旅旅旅旅客客客客投投投投訴訴訴訴數數數數字字字字

20,276

8% 11% 20%3,875
2,088

2,681
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Cross-border Consumer  
Complaint Handling – Present  
Situation

• Ordinary tourists to Hong Kong

– Conciliation

– About 250 – 280 cases per year

• Mainland tourists of Inbound tour – shopping at 
designated shops

– Case referred to Travel Industry Council of HK

– About 150 cases per year

5

Cross-border/Online Consumer Dispute –
New Categories

6
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Case illustration – E-payment

Non-delivery of puppy, no refund by seller

C sought help from WeChat Pay but was  

advised to report to police in the mainland

C attempted to file an online complaint with mainland  

police but was told it would be available to mainland  

citizens only 7

Vaccination - Complaint Statistics

Nature of Complaint 2016 2017 1-9/2018

Sales Practices 2 0 4

Delay/Non-delivery 6 444 2,025

Price Disputes 3 8 26

Quality of Services 8 22 12

Others 4 1 7

Total 23 478 2,126

Amount Involved (HK$) $75,800 $2,052,000 $7,609,000
8
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Cash on Delivery – Complaint Statistics

Nature of Complaint 2016 2017 1-9/2018

Sales Practices 0 47 98

Suspected Spurious Goods 0 15 27

Quality of Goods 0 17 15

Quality of Services 1 2 9

Price Dispute 1 1 9

Others 2 6 6

Total 4 88 161

9

C lodged a complaint with the  

overseas consumer protection  

agency but no settlement  

reached after 1st round  

conciliation

In 2nd round, T requested C to  

attend meeting HQ office. C  

counter-proposed T sending  

representative to meet him in HK

Not cost effective to  

attend meeting  

overseas

10

Cross-border Case illustration – Online Game

design B
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Cross-border Case Referral Mechanism –
Present Situation

• Memorandum of Understanding (MoU) signed with 
more than 20 sister organizations in Macao and  
mainland China

Principle of Collaboration:

• Handle cross-border consumer complaints promptly

• Information exchange for consumer alert

• Sharing and training on consumer protection

11

Cross-border Case Referral Mechanism –
New Development

• MoU signed with overseas counterparts

May 2017
- MoU signed with Korea Consumer Agency (KCA)
- 24 cases referred since May 2017

- HKCC → KCA (22 cases)

- KCA → HKCC (3 cases)

June 2018
- MoU signed with National Consumer Affairs Center (NCAC)
- 11 cases referred

- HKCC → NCAC (11 cases)

- NCAC → HKCC (0 case)

– Communication by Email in English

12
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Cross-border Case Illustration 1  
Case referral HKCC → KCA

C purchased a train ticket for his  

son, age 13, at a convenience  

store in Korea. However, his son  

was fined for use of ticket for  

children below 12.

Case referred to KCA  

for handling.

After 3 rounds of  

conciliation, the  

convenience store  

agreed to reimburse  

the find to C.

13

Cross-border Case Illustration 2  
Case referral KCA → HKCC

C purchased air-ticket from a HK  

airline via its mobile platform. Later,  

C cancelled the booking without  

knowledge/information of any  

surcharges incurred on the platform.

Case handled by HKCC. It  was 

found that airline did not  

state relevant T&C in Korean  

on its mobile platform.

Airline arranged full  

refund to C.

14
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SOSA

Handle e-trader members of  
Online Dispute Resolution  

(ODR). Besides, SOSA also  
handles e-shopping disputes  
with e-trader in US as it has  

affiliation with US BBBOnLine.

Cross-border Consumer Dispute Resolution  
Mechanism – Overseas Mechanism

15

Cross-border Consumer Dispute Resolution  
Mechanism – Overseas Mechanism

• (International Consumer Protection 
and Enforcement Network)

– A membership organisation consisting of  
consumer protection law enforcement authorities  
from across the globe.

– Law enforcement authorities of 60 countries

16
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Cross-border Consumer Dispute  
Resolution Mechanism – Way Forward

• Anticipated ever-increasing cross-border  
consumer transactions (travel & online shopping)

• Online Dispute Resolution (ODR)

– Create and connect to a reliable online platform to
handle cross-border consumer disputes across the
globe

17

Cross-border Consumer Dispute Resolution  
Mechanism – Challenges & Opportunities

Opportunities

- Fast, low-cost & effective  
dispute resolution

- Data-mining for analysis

- Use of AI & big data

Challenges

-Choices of jurisdiction

-Publicity & Promotion  
(trader/consumer  
participation)

-Network security & privacy  
issues

- Management & monitoring

-Sustainable & cost-
effectiveness of platform

18

design B



Session 2：

演講人:美國聯邦貿易委員會助理處長-Ms. Larissa Bungo

Speakers:Ms. Larissa Bungo,  Assistant Regional 

Director, Federal Trade Commission, U.S.A.

主題:廣告的趨勢和問題

Report :Advertising Trends and Issues.
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Session 2：

演講人:英國競爭及市場局專案處長

-Ms. Cecilia Parker Aranha

Speakers:Ms. Cecilia Parker Aranha, Project Director, 

Competition and Markets Authority, U.K.

主題:線上平台-消費者保護工作的挑戰

Report:Online Platforms: Challenges for Consumer 

Protection
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Session 3：

演講人：泰國消費者保護辦公室專業分析師

-Mr. Manop Pisetkul

Speakers:Mr. Manop Pisetkul, Analyst, Professional 

Level, Office of the Consumer Protection Board, 

Thailand

主題：消費者概念和趨勢

Report ：Consumer Concepts and Trends
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Session 3：

演講人：韓國消費者院協理-Ms. Jihong Cheon

Speakers：Ms. Jihong Cheon, Assistant Manager, 

Korea Consumer Agency

主題:韓國政府與消費者之關係

Report:Relationship Between Government and 

Consumers in Korea
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