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Handling of Complaints

Overall Trend of Complaints

Compared to the 3,157 complaints received by the
PCPD in 2020-21, the total number of complaints
received in 2021-22 increased by 7% to 3,368, among
which 1,351 were doxxing-related and 107 were
COVID-19 pandemic-related. The complaints relating
to the pandemic mostly concerned the collection of
personal data from individuals (e.g. health-related
information) at the time of their entry into different
premises, the security of customers’ personal data
collected by restaurants, as well as the collection and
disclosure of employees’ health data by employers.

The number of doxxing-related cases accounted for
more than 40% of total complaints, suggesting that
doxxing remained one of the major areas of personal
data privacy intrusion. With the implementation of the
Amendment Ordinance, curbing doxxing will continue
to be a main priority of the PCPD.
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FHIFBLREHNEAZENEERFBER © httos/Avww.pcpd.org.hk/tc_chi/complaints/policy/complaint_policy. A
For details, please refer to the PCPD's Complaint Handling Policy: https./iwww.pcpd.org. hk/english/comiplaints/policy/complaint_policy.htm/ @
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Complaints Received

A total of 3,368 complaints were received in 2021-22,
including 1,351 doxxing-related cases. Excluding the
doxxing cases, the PCPD received 2,017 complaints in
2021-22, representing an 8% decrease from last year.
(Figure 2.1)
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Figure 2.1

A ERBEE2L5RRABEEEEMARERBMRBETNER T —REEFNE  69RER —BRLABZBELEMH
BVIRER - AR 428 REMEIE — BB AREERFATERE —HE QARS8 2 EREF -
2,665 complaints were about two incidents involving the alleged wrongful disclosure of a HKID Card in live broadcasts or streaming,
669 complaints about the suspected theft of residents’ letters by a security guard and 428 complaints about the alleged wrongful
disclosure of a list of cabin crew by an artiste on her social media platform.

# BPEEIBRAEEMERRIINREPEARR KR

143 complaints were about an airline’s data leakage incident.

* ERERIMARER - BAAFTERSARREAENOFREMNIRF -

1,944 complaints were about the loss of a government department’s computer containing the personal data of registered electors.
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20177 B [EBEK] EZBOKRF
RS ER D A TER
(B2.2)

Excluding the doxxing cases, the types of parties being
complained against among the 2,017 complaints were:
(Figure 2.2)

FLAKE (1,254%) ' FES

NR1T B AR EMESE
/NCIE
A (5195R) ' B RZEZ=R

B AN Sl EERY R A HUZ
HE KR ERMEREA
BRHEERBERERER &

BAFEFPIFn A L (244
) CEESNEEBE B

Private organisations (1,254 cases), with the
majority being banks, financial institutions and
property management companies;

Individuals (519 cases), with many of the cases
involving cyberbullying arising from domestic
affairs, installation of CCTV by neighbours and use
of personal data in electioneering activities; and

Government departments and public organisations
(244 cases), with the majority being healthcare

SEMERA N BB M o organisations, law enforcement agencies and
education institutes.
R

Types of Parties being Complained against
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Figure 2.2
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RERiETE Nature of Alleged Breaches
BTHIREE|BEAREEIN - Other than doxxing-related cases, the 2,017 complaints

2017 RIRFILH N 2,168 H g2 involved a total of 2,168 alleged breaches (as one
BHTAE (AR —REFoFEZR complaint might have involved more than one
—IRIETE) c HIMEHITANME allegation). The nature of the alleged breaches is shown

mr:(E2.3) as follows: (Figure 2.3)
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Figure 2.3
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Subject Matter of Complaints

Excluding doxxing cases, the distribution of major
subject matters of complaints received by the PCPD in
the reporting year was similar to that of last year. (Figure
2.4)

The number of complaints relating to information
technology decreased 10% from 790 to 708.
Nonetheless, this category still outnumbered all other
subject matters, with the majority of complaints being
about online social networks and smartphone apps. The
situation could be explained by the popularity of online
social networks, which served as channels and multi-
functional platforms for communication.

It is noteworthy that the number of complaints
relating to HKID Card number / copy and other personal
identifiers increased by 22%, with some complaints
relating to the collection of the HKID Card numbers
of delivery workers upon their entry into different
premises. This could be attributed to the increased
popularity of catering and goods delivery services during
the pandemic.
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Summary of Complaints Handled

In 2021-22, the PCPD handled a total of 4,593
complaints, which consisted of 3,368 newly received
complaints (including 1,351 doxxing-related complaints)
and 1,225 complaints carried forward from the previous
reporting year. Of these, 3,118 complaints (67.9%)
were completed during the reporting year while 1,475
complaints (32.1%) were still in progress as at 31 March
2022.

Excluding the doxxing-related cases, the PCPD
completed the handling of 1,929 complaints in
2021-22, of which 1,155 were concluded after our
preliminary assessments and 774 were accepted for
further handling. Among these 774 complaints, the
PCPD successfully resolved 688 complaints (88.9%)
by conciliation, and 20 complaints were identified as
possible criminal offences (most of them relating to
direct marketing). The PCPD, after obtaining prima facie
evidence of the suspected contraventions of the relevant
requirements under the PDPO, referred the cases to the
Police for further investigation and consideration for
prosecution.

The PCPD carried out investigations into the remaining
66 complaints and found contraventions of the
requirements of the PDPO in 38 cases. The PCPD directed
or requested the parties being complained against to
take remedial action or implement appropriate and
practicable measures to prevent a recurrence of the
contraventions by issuing 17 enforcement notices and
21 warnings.
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Appeals Lodged with the
Administrative Appeals Board

The Administrative Appeals Board (AAB), established
under the Administrative Appeals Board Ordinance
(Chapter 442 of the Laws of Hong Kong), is the
statutory body that hears and determines appeals
against the Privacy Commissioner’s decisions under the
PDPO.

Statistics of AAB cases

During the reporting year, the AAB handed down a
total of 24 decisions (which included appeals lodged
in previous years) in which 21 appeals were dismissed,
two appeals were allowed (i.e. remitted to the PCPD
for further investigation) and one appeal was partly
allowed. In the same reporting year, two appeals were
lodged and subsequently withdrawn by the appellants.
(Figure 2.5)
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Nature of AAB Cases Received and
Provisions of the PDPO Involved

A total of nine appeals were received in the reporting
year. All cases were related to appeals against the
Privacy Commissioner’s decisions in refusing to carry out
or deciding to terminate an investigation initiated by a
complaint under section 39(2) of the PDPO. The Privacy
Commissioner exercised the aforesaid discretionary
power with reference to the following grounds outlined
in the Complaint Handling Policy issued by the PCPD:

(1) After a preliminary enquiry by the PCPD, there is no
prima facie evidence of any contraventions of the
requirements under the PDPQO;

(2) Given the conciliation by the PCPD, remedial
actions taken by the party being complained
against or other practical circumstances, the
investigation or further investigation of the case
cannot reasonably be expected to bring about a
more satisfactory result;

(3) The ulterior motive of the complaint in question is
not concerned with personal data privacy and data
protection; and / or

(4) The primary subject matter of the complaint is
considered not to be related to personal data
privacy (e.g. the complaint stems essentially from
consumer, employment or contractual disputes).

©



FLB3 X EF R PCPD ANNUAL REPORT 2021-22

ENFE FREZRSF - B2 NET The particulars of the nine appeal cases involved the
578 : (E2.6) following allegations: (Figure 2.6)
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Of the nine appeal cases received, the distribution of
DPPs concerned is as follows (one appeal might involve
more than one DPP): (Figure 2.7)

DPP 1 (Data Collection Principle): two cases

DPP 3 (Data Use Principle): three cases

DPP 6 (Data Access & Correction Principle):
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