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1. Introduction 
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7. International Best Practices 
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9. The Scenario at Our Marketplace 
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11.What Needs To Be Improved 
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Consumer Complaints 



5 

      Celebrating 10 Years As Your Quality Advocate 

                              2004 - present 5 July 8, 2015 

0.0% 

5.0% 

10.0% 

15.0% 

20.0% 

25.0% 
R

ep
ai

r 
se

rv
ic

e
 

Sc
o

p
e 

o
f 

w
ar

ra
n

ty
 

R
et

u
rn

 &
 R

ef
u

n
d

 

P
ro

d
u

ct
 Q

u
al

it
y 

Lo
an

 a
n

d
 C

o
lle

ct
io

n
 

D
el

iv
e

ry
 

M
is

le
ad

in
g 

ad
 

C
lo

se
 d

o
w

n
 

In
st

al
la

ti
o

n
 S

er
vi

ce
s 

P
ri

ce
 d

is
p

u
te

 /
d

if
f 

P
ro

d
u

ct
 s

af
e

ty
 

U
n

au
th

o
ri

se
d

 t
ra

n
sa

ct
io

n
 

2
0
.5

%
 

1
6
.2

%
 

1
4
.7

%
 

1
3
.3

%
 

7
.9

%
 

6
.8

%
 

5
.0

%
 

4
.7

%
 

4
.0

%
 

2
.9

%
 

2
.5

%
 

1
.4

%
 

Electrical Appliances - Types of Complaints 

NCCC - Electrical Appliances Complaint Type -  

NCCC 2014 (n= 1485) 

37 complaints in 2014 
involves Product Safety 
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Nature of Consumer Complaints According to 
General Consumer Products Categories 
(NCCC - 2014)   n = 6318 

1,485 complaints in 
2014 involves 
Electrical Appliances 
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Introduction 
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How consumer choose electrical appliances 

 

1. Based on suitability 

2. Electrical ratings  

3. Maximum energy saving 

4. The power plug type 

5. Legible warning markings or labels for 

electrical shock, fire and radiation 

6. Product design and structural 

7. Safety features 
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8. Product performance  

9. Proper operating instructions 

10. Warranty certificate, terms and 

conditions 

11. Is it a well known brand? 

12. Is it a counterfeit product? 

13. Country of origin 

14. Price 
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Anyone know ALL this when  purchase the 

product? 

It is not something can be taken for granted 

– it kills 

What should be done?? 
A professional body to ensure  

PRODUCT SAFETY  
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Recognizing that 
1. consumers often face imbalances in 

economic terms, educational levels, and 
bargaining power 
 

2. consumers should have the right of access to 

non-hazardous products,  
 

3. as well as the right to promote 
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1. Access to essential goods & services 
 

2. Protection from hazards to health & safety 
 

3. Promotion and protection of consumers; 
 

4. Access to adequate information 
 

5. Consumer education - environment, social 

and economic 
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6. Availability of effective consumer redress 
 

7. Freedom to form consumer groups or 
organizations; 
 

8. The promotion of sustainable consumption 
patterns; 
 

9. Adequate protection of electronic commerce; 
 

10.Protection of consumer’s personal identity 
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Government are encouraged to adopt  
i. legal system,  
ii. safety regulations,  

iii. national & international standards  
iv. voluntary standards 
v. maintenance of safety records 
 

To ensure that products are safe 
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Appropriate policies to ensure 
i. manufacturer/distributor aware of unforeseen 

hazards after market release 

 
ii. swift notification and information sharing to 

relevant authorities and public without delay 

 
iii. recall system or compensate for substandard 

product 
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Should cover such important aspects of 
consumer protection as following:- 
 

i. Health, nutrition, prevention of food borne 
diseases & food adulteration 

 
ii. Product hazards 

 

iii. Labelling 
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1. Standard body that issues standards and 
certifies product 
 

a) SIRIM – handle product related standards 
and certifies product 
 

b) Energy Commission – regulate and oversees 
whole operation for electrical products. 
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SIRIM changes label design to beat faking on 
yearly basis 
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Energy Commission 

classified 34 categories of 

electrical products with 

mandatory standards prior 

to : - 

i. import  

ii. locally manufactured  

iii. retailed 

iv. even advertise 

Products to be tested 

according to MS and 

adopted IEC Standards 
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Vast selection of products in the market now 
challenges consumer buying behavior. 
 

 
 
 
 
 

Hence comparative testing reveals valuable and 
independent information to facilitate consumer 
to meet individual demands. 



24 

      Celebrating 10 Years As Your Quality Advocate 

                              2004 - present 24 November 9, 2015 

Objectives 
 

i. provide unbiased 
information 
 

ii. public awareness to raise 
quality goods and service 
standard 
 

iii. introduce policies on 

consumer protection 
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iv. communicate to authorities on the 

malpractices 
 

v. consumer education to select products that 
suits their needs “Right to Choice” 
 

vi. Draw public attention on unsafe goods and 
unfair trade practices 
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Objectives 
 
i. It addresses safety concerns of products  

 

ii. Reduces the possibility of recalls and safety 

scandals 
 

iii. Facilitates harmonization of standards and 

technical regulations 
 

iv. Prevents developing countries from becoming 
dumping grounds for substandard products. 
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The international standards benchmarking best 
practices on product safety 
a) These best practices designed product safety 

 
b) Manufactures refer to guidelines  - product 

recalls. 
 

c) Standards helps to dispose defective products 
in safe and environmentally friendly. 



30 

      Celebrating 10 Years As Your Quality Advocate 

                              2004 - present 30 November 9, 2015 

1. ISO 10377:2013 – Consumer 
product safety for Suppliers 
i. Identify, assess, reduce or 

eliminate hazards 
 

ii. Manage risks by reducing to 
tolerable level 
 

iii. Provide consumer with 
hazard warnings to safe 
and disposal of products 
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2. ISO 10393 – Consumer Product Recall 
– Guidelines for Suppliers 
i. Help organizations to plan and 

execute effective recall 
programmes 
 

ii. Minimize legal risks 
 

iii. Protect consumers from dangerous 
and unsafe products 
 

iv. Build customer satisfaction and 
loyalty 
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Connection chart of  

ISO 10377 & ISO 10393 
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Why recall products even consequences are 

so negative?  

i. To address the safety risks to 

consumers 
 
 

ii. Business continuity when the 
defect is fixed 

 
 

iii. Company image and brand 
name are not tarnished 
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Typical example: - 
1. Several categories of imported 

small electrical appliances have 
no certification (multilevel and 
online purchase) 

 
2. The design and construction of 

these products are obviously 

poor and provide little safety; 

Despite Malaysia engaging in standardization 

and mandatory certification yet there are still 
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4. Substandard and underrated 
cables are used extensively by 
contractors for house wiring; 
 
 
 
 
 
 
 

5. Phasing out of incandescent 
lamps, other types of lamps, 
especially LED are in the market. 
They have dubious certification 

marks and claims;  
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1. There are still number of unresolved 
issue 
 

 
2. Homes and precious lives have 

been lost and consumer have little 
resource to redress 
 
 

3. Retailers wash their hands off after 
sales burdensome 
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6. Electric Shower Heaters - deaths caused by 
water heaters have been in the news for a few 
years. Prevalence of inferior and coun­terfeit 

products: - 
i.  December 2008 – Penang – main RCCB failed – no 

dedicated RCCB 

ii. June 2011 – Bangi, Selangor – main RCCB failed – 

no dedicated RCCB 

iii. December 2011 – Penang – short circuit in main DB 

– RCCB failed. 

iv. September 2013- Kuala Lumpur – under 

investigation. 

v. Aug 12, 2014 – Petaling Jaya  
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To improve electrical appliances safety for 
consumers: - 

1. Impact based consumer 

education 
 
 

2. Mandatory incident 

reporting 

 
 

3. Improved recalls mechanism 
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4. Research and comparative 
testing: 
• Keep brand owners active in 

product safety assurance; 
improvement 

• Better market conditions 
 

5. Counterfeit and fraud control 
measures 
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Problem Statement involving washing machine:  
1. Child leg injury  
2. Child drowning while machine operating 

 
Related to washing machine  
1. design – eliminate gaps could trap child’s leg 
2. auto function – water draining once the lid 

open or auto lock until complete whole 
washing process 
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