CEA’s reply to Lianhe Zaobao forum letter “Bj 1E 5 =% P ik #7”

Unsubstantiated complaints not condoned

We agree with Mr Fu Cheng Yuan that unsubstantiated complaints against property agents
(LHZB, 21 July 2016, p. 33) should not be condoned.

CEA receives complaints from consumers who are aggrieved by or dissatisfied with the
actions or conduct of property agents involved in property transactions.

Sometimes, complaints arise due to miscommunication or misunderstanding between the
client and property agent, but the agent had not flouted CEA’s rules. In such cases, we
encourage consumers to resolve their disputes amicably with the property agencies that the
agents represent.

Through our outreach initiatives, CEA has been actively sharing with consumers the scope of
duties of property agents, and how consumers have a shared responsibility to achieve
hassle-free and well-executed property transactions.

Mr Fu suggests that CEA charge a fee to those who want to lodge a complaint. This is not a
common practice by regulatory bodies and may inadvertently penalise consumers who have
genuine reasons to lodge a complaint.

CEA assures the public and agents that we investigate complaints fairly and objectively. It is
an offence to furnish false or misleading statements to CEA.

Heng Whoo Kiat
Director, Policy and Licensing

Council for Estate Agencies
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Translation of original forum letter “Bf I #1722 P % V5" in Lianhe Zaobao
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Prevent property consumers from abusing complaint system

Zaobao published a forum letter from Fu Cheng Yuan, who claims to be a property agent with
18 years’ experience.

Fu mentioned that he is glad to know that since CEA’s formation in 2011, the professionalism,
quality and image of property agents has been enhanced. Credit should be given to CEA for
this.

Fu said that a fellow property agent shared her grievances about a client who had complained
to CEA about her after completing a transaction. It appeared that this complaint was pre-
mediated. The client apparently used a mobile phone to record a conversation with the agent,
and tried to coerce the agent to breach the regulations.

Fu claimed the client’s intention was to get the agent “disciplined” by CEA for unprofessional
service, in order that the client need not pay commission. Fortunately, the CEA officer
thoroughly investigated the case and did not let the client achieve his objective.

Fu mentioned that he had heard from fellow agents about similar cases. These allegations
were unsubstantiated after investigations were done, but resulted agents wasting their times.
The agents involved have also suffered emotionally.

Fu hopes that while CEA undertakes its regulatory role, it will also educate consumers to be
more understanding towards responsible and honest agents. Undeniably, there will be black
sheep in the industry. However, there are also consumers who abuse the complaint channels
in a bid to save on commissions payable to agents.

He hopes that CEA will consider charging a fee of between $100 to $200 to agents or
consumers who lodge complaints. This could deter those who are trying to abuse the system,
while those with genuine grievances could have their complaints processed faster. This would
also give responsible agents a peace of mind.
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http://www.zaobao.com.sg/forum/views/talk/story20160721-643943
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