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TR A B E REE www.epcey.govtw
Department of Consumer Protection, Executive Yuan

Ensuring Consumer Safety from Hazardous Products Online

Jia-sheng CHEN
Department of Consumer Protection

Taiwan

@ Outline

A. Principles of the Consumer Protection Act in
Taiwan

B. Inspection of Anti-epidemic Products

C. Inspection of the Equipment of Logistics
Companies

D. Measures to Protect Consumers from Unsafe
Products Online
® Coordinate with Online Platforms
® Response to Problematic One-page Advertisements
E. Challenges and Possible Suggestions
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A. Principles of the Consumer Protection Act in Taiwan

»Products ~ Safety of Raw Material, Correct and Proper Labeling,
Recall of Unsafe Products

»Services ~ Disclosure of Adequate Information befare Signing
Contracts, Fair and Reasonable Terms and Conditions

»Disputes ~Appropriate Settlements

@ B. Inspection of Anti-epidemic Products

® Background: Due to the COVID-19 pandemic, many products claim to be

antibacterial and disinfectant, but it is difficult to be sure about their real
effects.

® Inspection: The DCP conducted, in May and June 2020, an inspection of 26
anti-epidemic products, and found that 11 of them were not safe.

® Measures :

» Pharmaceutical Affairs Act : Fine the traders, confiscate and destroy
unsafe products.

» Environmental Agents Control Act : Fine the traders, remove illegal
advertisements and ask the traders to improve in a limited period of
time.

» Commodity Labeling Act : Ask the traders to improve in a limited
period of time and fine those who disobey the order.

24




@

C. Inspection of the Equipment of Logistics Companies

® Background: Frozen foods delivered home often
deteriorate due to exposure to high temperature.

® Inspection: The DCP conducted an inspection of 64 frozen
food cargo stations and delivery vehicles, finding that 21 of
them did not meet the requirements of related regulations.

® Measures:

1.Business Operators: Improve delivery services
immediately.

2. Authorities: Ask the Ministry of Health and Welfare and
the Ministry of Transportation to continuously carry out
inspections of cargo stations and delivery vehicles,
increasing inspection items and frequency.

@ D. Measures to Protect Consumers from Unsafe Products Online

a) Coordinate with Online Platforms

® Background: The Covid-19 pandemic has made consumers more willing
to buy goods online, related disputes have thus increased significantly.

® Problems: 3,462 complaints of online disputes were filed from Jan. to
Aug. 2021. Top 3 categories: (1) Unsafe and defective products (2)
Delivery disputes (3) Failure to comply with the 7-day cooling-off period.
® Measures :
» Online Platforms:

1. Supervise the sellers and ask them to provide useful contact
information.

2. Strengthen self-regulation mechanisms to reduce disputes.

ﬁ iﬁi!+—ﬂhilﬁ!’ﬁ'j )

» Consumer Education:

1. Check the reputation of platforms and sellers.

2. Make good use of third-party payment or payment-keeping
mechanism of platforms.

2. Be aware of the right to a 7-day cooling-off period (except for
reasonable exceptions).
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b) Response to Problematic One-page
Advertisements

® Background : One-page advertisements can be seen
on social media, such as Facebook, Line, YouTube and
other popular portal sites. Some businesses follow the
trend of hot topics advertise and sell products in this
way (e.g. Olympics, pandemic).

XEBAXPRES

PR 2 Bt 5 7%

® Problems: Cases of one-page advertisement disputes
» The agents in Taiwan, including the consolidators, 3000 in Taiwan
sometimes offer poor service, unsafe products and
2300
fake goods. e
2082
» Authorities have no jurisdiction over sellers located 0
overseas.
1300
» No information of the shipper on some parcels, o,
affecting consumers’ rights to complain. e
0
Jan. t 2021

[

Characteristics of One-Page Advertisements on Social Media

A Advertisements with | « A selling Goods within a
Strange Website e Countdown Period
Addresses 0 Jwwun
A selling Goods at A Promising a Cooling-off
Ethe"feIY Low vk Period of 7 days and
Prices Refunds

A y i ‘ (Tl Ll B
Leaving Only i & 20008
Email/Messenger/ |8 E &M — A consumers are
Line as ‘ Exempt of Delivery Fees
Ways of Contact

| REms

A Using Unfamiliar A Asking to Pay
Dialects and Terms Cash on Delivery
To Sell and Describe
Goods
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Can Consumers Ask Logistics Companies for Refunds?

Between freight operators, convenient stores and consumers, there exists a consumption
relationship ong; with regard to the service of payment of goods, not with regard to the
5.

purchased goo

Route of Parcels Traveling from Overseas

Consumers Ordering via

One-pag eIAcIver't isements

Foreign
Sellers
: Shippers .
facebook P Customs {Coano“Id?tors. Logistics
i ogistics Companies
! Brokers Companies) P [
A : e ‘ L]
Foreign # - I - H.‘ - l...!
Consolidators ﬁ SISt rEY ' l
e i —
ooo :
=1=1= i =1=1=]
(=] =] = ] oo
] (=] =] =] .
Convenient Stores
- Ministry of Ecol i Ministry of
Border Ml_l—lr,‘:::z:' o I-).ir\f‘?[airs reme Transportation

Ministry of Economic
Affairs

Ministry of Transportation
Ministry of Finance

@

® Measures
= Authorities:

1) The DCP convened a meeting to ask the Ministry of
Transportation to urge all logistics companies to provide the
information of the shipper, according to the regulations.

2) The DCP coordinated logistics companies and convenient stores
to strengthen the disputes resolution for cash on delivery.

» Business Operators:

1) Logistics Companies: 8 major companies agreed to cooperate, 5
of them accepted to returns of goods for refunds within 7 days. 2
major companies agreed to revision of contracts.

2) Convenient Stores : 2 major companies (7-Eleven, Family Mart)
provided a customer service hotline to process refund.

# Consumer Education:
Press Release: To remind consumers to pay attention.

» Dispute Resolution: Consumers are invited to return unsafe
products or fake goods and to get refunds through the mechanism
as mentioned above ASAP.
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A Parcel with Limited Information
of the Shipper
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A Parcel with Detailed Information

of the Shipper -
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@ E. Challenges and Possible Suggestions

Challenges

@ The Booming of Cross-border Transactions
® More New Products on the Market

@ Difficulties of Online Supervision

® The Emergence of New Transaction Models

Possible Suggestions

® Government Agencies
® Business Operators

¢ Consumers

11
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