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Regardless of what the market sentiment
is, the EAA will continue to upgrade the
trade's professionalism and integrity so
that users of estate agents' services will

be better protected. 0o
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A turbulent year that requires swift action

It is undeniable that 2015/16 was a turbulent year for the estate
agency trade, with low transaction figures creating a far-reaching
impact on the trade and the livelihood of our licensees.

We appreciate the fierce competition among the trade on this
bumpy road and the consequential enormous pressure faced by
some licensees. In this challenging environment, the EAA must
stay proactive, remain vigilant and act swiftly to deter and prevent
as much as possible any non-compliance acts by practitioners.

Stepping up our efforts on multiple fronts

Our licensees play an important role in the process of property
transaction and it is the EAA's duty to monitor their practices and
ensure their compliance of the regulations.

During the year, the EAA reinforced its efforts on monitoring
estate agents’ practices on multiple fronts. In addition to
inspecting the first-sale sites which have been under the media
spotlight, our team also stepped up cyber patrols to closely
monitor online property advertisements and online property
portals as online promotion has become more popular and
sometimes too convenient.

The recent rise in complaint cases against licensees is worrying.
We are concerned that licensees are suffering from tremendous
pressure in producing sales results and we suspect that the
number of complaints may be closely linked to sales pressure.
What we have not ascertained is whether the pressure
comes from the licensees themselves or is originated by the
management of estate agency companies or both. We will
watch the practices of our licensees closely and, if necessary, take
actions to discourage undue management practices that cause
malpractices of their employees.
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While law enforcement is undoubtedly the strongest tool for a
regulatory body like the EAA, self-discipline is not to be neglected
as it is vital to the sustainability of a respectable profession. In
this regard, we continue to optimise our efforts on educating the
trade to enhance their awareness and professional standard.

For instance, we published a new booklet this year to educate the
trade the relevant guidelines and ethics that they should comply
with when handling first-sale transactions, through illustrations of
real inquiry hearing cases.

To encourage licensees’ participation in the Continuing
Professional Development (“CPD") Scheme, after introducing the
"Gold” and “Silver” Premium CPD Attainment Symbols, the EAA
will soon introduce a new structured CPD programme that will
further improve our licensees' requlatory knowledge, as well as
equip them with the skills to implement that knowledge in their
practice.

On another front, the EAA has also continued to educate the
public by a number of new initiatives. We organised two public
seminars about first-sale and tenancy matters of residential
properties respectively. In addition to a new TV commercial, we
also provided a wealth of educational information on our newly
redesigned website this year, facilitating members of the public
and our licensees to acquire the information they need, no matter
if they are at home, in the office, or on the go.

Approaching 20 years of age

The EAA is a teenager turning to be 20 years of age in 2017. We
shall continue to improve on our work quality for the provision of
better services.

Internally, the EAA keeps on providing training and development
programmes to our staff to help them realise their potential. As
a result, for the first time, the EAA has been acknowledged as
a "Manpower Developer” by the Employees Retraining Board
for outstanding achievements in manpower training and
development.
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We were also awarded, for the first time again, the “Caring
Organisation” logo by the Hong Kong Council of Social Service
in recognition of our contribution to social development and
commitment to Caring for the Community, Caring for the
Employees and Caring for the Environment.

In addition, two EAA staff were among the 50 recipients of “The
Ombudsman’s Awards 2015" This was the first time that EAA
officers were commended for their outstanding performance in
providing quality customer service.

We are thankful and modest for all the above recognition which
has encouraged us to improve our work continuously.
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Fasten our seatbelts for the future

Last year, the EAA once again worked hard to ensure that
appropriate guidelines and professional training are in place for
our licensees.

As mentioned in the very beginning of my message here, we
know 2017 will probably be a bumpy ride, but we are confident
that the EAA's commitment to excellence will remain.

Regardless of what the market sentiment is, the EAA will continue
to upgrade the trade’s professionalism and integrity so that users
of estate agents'services will be better protected.

Appreciations

In closing, I would like to take this opportunity to thank all of our
dedicated management team and Board members for working
relentlessly to ensure the EAA's smooth operation. | also welcome
two new Board members, Ms Imma Ling Kit-sum and Mr Ng Kai-
man, who newly joined us in November 2015.

My heartfelt appreciation also goes to the Government and the
estate agency trade, for their staunch and continuous support,
without which the EAA’s initiatives could not have been carried
out smoothly. | look forward to continuing this journey together
in 2017, a year that marks the EAA's 20" anniversary.

William LEUNG Wing-cheung, sBs, Jp

Chairman
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