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Question 1:

State whether the following are true or false.
(i) Consumer protection has a moral justification for business.
(if) In addition to rights, a consumer also has some responsibilities.

(iif) A complaint can to be made to a District Forum when the value of the goods or
services in question, along with the compensation claimed exceeds Rs 20 lakhs.

(iv) The Consumer Protection Act provides for six consumer rights.
(v) ISl is the quality certification mark used in case of food products.

(vi) Under the Consumer Protection Act, a complaint can be filed by a consumer for a
defective good and also for deficiency in service.

Solution :

(i) True, consumer protection has a moral justification for business. It is the moral duty of
every business to protect the interests of its customers. Business organisations must follow
ethical values and any form of exploitation of the consumers such as unfair trade practices,
adulteration, etc. must be avoided.

(if) True, in addition to rights, a consumer also has some responsibilities such as being aware of
the availability of various goods and services; being informed of the price, weight, expiry date,
etc. of the goods; asking for bills and cash memo while purchasing goods and services.

(iii) False, A District Forum offers for redressal of consumer grievances when the value of
goods and services in question, along with the compensation claimed is less thanRs 20 lakhs. In
case the value exceeds Rs 20 lakhs, a complaint can to be filed in the appropriate State
Commission.

(iv) True, The Consumer Protection Act, 1986 provides for six consumer rights, namely



a) Right to Safety

b) Right to be Informed

c) Right to Choose

d) Right to be Heard

e) Right to seek Redressal

f) Right to consumer Education

(v) False, 1Sl is the quality certification mark used in case of goods other than food
products. For food products the quality certification mark is known as FPO.

(vi) True, The Consumer Protection Act, 1986 provides for protection of consumer
interests against defective goods, deficiency in services and other such forms of
exploitation.

Short answers Questions
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Question 1:
Explain the importance of consumer protection from the point of view of a business.

Solution :

Consumer protection refers to the consumer education regarding their rights and responsibilities and
the redressal of their grievances and complaints. Consumer protection is important not just for
consumers but also for business. The following points highlight the significance of consumer
protection from the point of view of business.

(i) Long-Term Interest of Business: With increasing competition and the drive to survive in the
market, consumer satisfaction and interest is of prime importance for any business. While taking
due care of the interest of the consumers, a business builds goodwill and reputation. A satisfied
customer not only comes back and results in repeated sales for the firm, but also pulls new customers
by spreading the good word. Thus, it is in long- term benefit of the business to protect consumers'
interest.

(i) Business Uses Society’s Resources: A business uses the resources of society for the production
of various goods and services. Through the sale of these goods and services to the society, a business
earns profits. Thus, it is their duty to supply such goods and services that adhere to the overall interest
of the society.

(iif) Moral Justification: Today moral values and ethics play an important role in business. It is the
moral duty of every business to protect the interests of its customers. They must follow ethical and
moral values and avoid any form of exploitation of the consumers such as unfair trade practices,
adulteration, etc.

(iv) Social Responsibility : As the business earns profits by selling various goods and services to
consumers, it becomes their responsibility to take care of the interests and satisfaction of the
consumers.

(v) Government Interference: A business organisation that indulges in any form of exploitation of
consumers such as unfair trade practices, adulteration, etc. draws intervention from the government.
Such government interference spoils the goodwill and image of the business. Thus, it is in the interest
of the business to voluntarily follow such practices that take care of the interest of the consumers.
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Question 2:
Enumerate the various Acts passed by the Government of India which help in the
protection of consumers' interests.

Solution :

The following are some of the Acts passed by the Government of India for the protection of
consumers' interests.

(i) The Consumer Protection Act, 1986: This Act provides for the protection of consumer
interests against various forms of exploitation such as defective goods, deficiency in services,
unfair trade practices, etc. Under the Act, a three-tier machinery comprising of District Forum,
State Commissions and the National Commission, has been set up for the redressal of
consumer grievances.

(if) The Contract Act, 1982: This Act defines the conditions under which the promises in a
contract are binding. In addition, the remedies available in case of breach of contract are also
specified in the Act.

(iii) The Sale of Goods Act, 1930: The Act provides protection and relief to the consumers
in case the goods purchased by them do not abide by the expressed or implied conditions
and warranties.

(iv) The Agriculture Produce (Grading and Marking) Act, 1937: This Act defines grade
standards for agricultural and livestock commodities. It provides the procedure for grading,
packing and marking of agricultural products. The quality certification mark provided by the Act
is called as AGMARK.

(v) The Prevention of Food Adulteration Act, 1954: This Act is formed to check the
adulteration in food items and to maintain their purity.

(vi) The Standards of Weights and Measures Act, 1976: This Act safeguards the interest of
the consumers against exploitative practices related to under-weight and under-measure of
the goods.

(vii) The Essential Commodities Act, 1955: This Act provides for control in production, supply
and distribution of essential goods. It also controls inflationary trends and ensures equality in
distribution of these goods. It also checks anti-social activities such as hoarding and black
marketing.

(vii) The Trade Marks Act, 1999: This Act is formed to check the use of false marks on the
goods and thereby, protects the consumers against such goods.

(ix) The Competition Act, 2002: This Act is formed to prevent such practices by the
business firms that hinder competition in the market.

(x) The Bureau of Indian Standards Act, 1986: Under the Act, The Bureau of Indian
Standards has been established that formulates the standards for the quality of the goods and
based on these standards provides certification of quality through BIS certification scheme.
The quality certification mark provided by the Act is called as ISI. In addition, a grievance cell
has also been set up to redress complaints regarding the quality of the products.




Question 3:
What are the responsibilities of a consumer?

Solution :

A consumer is also responsible for safeguarding his own interest and to protect himself from
exploitation. The following are some of the responsibilities of a consumer.

(i) Awareness: A consumer should be well aware of the availability of various goods and
services so that he can choose carefully and wisely.

(if) Looking for Quality Marks: A consumer must always look for the quality certification
marks before the purchase of goods such as ISI in case of electrical goods, AGMARK in case of
agricultural goods, etc.

(iii) Asking for Cash Memo: A consumer should always ask for cash memo or bills for the
goods and services purchased. The bill acts a proof of purchase and can be used for future
references.

(iv) Reading Labels: Labels on goods provide information regarding price, weight, expiry
date of the product. The labels must be read carefully.

(v) Honest Transactions: A consumer must always choose legal dealings and
discourage illegal trade practices such as black marketing and hoarding.

(vi) Ensure Safety: A consumer must carefully read the manuals and instructions
provided by the manufacturer so as to ensure safe use of the product.

(vii) Filing Complaint: In case the product is found defective or any deficiency is found in the
quality of the product, a complaint must be filed in the appropriate forum.

(viil) Consumer Societies: Consumer organisations and societies must be formed to work
towards consumer education and awareness.

(ix) Environment Protection: The consumers must also work towards environment
protection by avoiding wastes, pollution, etc.

Question 4:
Who can file a complaint in a consumer court?

Solution :

For the redressal of the grievances of consumers, consumer courts and consumer forums have
been established under the Consumer Protection Act. The following can file a complaint in a
consumer court.

(i) Any consumer
(i) Any registered consumer association or organisation
(iii) The Central and State Government

(iv) A consumer or a group of consumers on behalf of a number of consumershaving same
interest.

(v) A legal heir or a representative of the deceased consumer.




Question 5:
What kind of cases can be filed in a State Commission?

s

State Commissions have been established under the Consumer Protection Act for the redressal of
various consumer grievances. It comprises of a president and one or more members, one of
whom is a woman. A consumer can file a complaint in the appropriate State Commission in case
the value of the goods or the services in question is more than Rs 20 lakhs but is less than Rs
1crore. In addition, an aggrieved consumer not satisfied with the judgement at the lower forum
(District Forum) can also appeal at the State Commission.

Question 6:
Explain the role of consumer organisations and NGOs in protecting and promoting
consumers' interests.

Solution :

Consumer organisations and NGOs play an important role in protecting and promoting
consumers' interests. Some of the important NGOs and consumer organisations include
Consumer Coordination Council, Common Cause, Consumer Protection Council, Consumers'
Association, Mumbai Grahak Panchayat, etc. The following are the functions performed by these
organisations in regard of safeguarding the interest of the consumers.

(i) Consumer Education: The NGOs and consumer organisations educate the consumer
about their rights through various training programmes and workshops.

(il) Publishing Journals: They publish journals and periodicals to spread knowledge and
awareness about various consumer problems, legal remedies available and other such matters.

(iii) Legal Assistance: They also provide legal assistance to the consumers and help them in
seeking suitable redressal.

(iv) Encouraging Protest against Exploitation: They encourage the consumers to protest
against any form of exploitation and unfair trade practices.

(v) Assistance in Filing Complaints: They encourage the consumers to file complaints in
appropriate forums and also file complaints on their behalf.



(vi) Taking Initiatives: They not only encourage the consumers to register complaints but also
take initiatives themselves in filing cases in the general interest of the public.

(vii) Testing Quality of the Products: They carry out the quality tests for various
products in laboratories and publish the results.

Long answers Questions:
Page Number : 379

Question 1:
Explain the rights and responsibilities of a consumer.

Solution :

The Consumer Protection Act enlists six rights for a consumer. The following are the rights of a
consumer.

1. Right to Safety: Every consumer has the right to be safeguarded against those goods and
services that are hazardous to life, health and property. For example, manufacturing defects in
electrical appliances, cooking gas cylinders can be injurious. The consumer has the right to be
protected against such products.

2. Right to be Informed: According to this, the consumer has the right to be informed of the
quality, quantity, price, ingredients, weight, etc. of the goods and services. In India, it is legally
mandatory for the manufactures to provide all such information on the package and the label of
the goods. This enables the consumer to make a wise choice.

3. Right to Choose: A consumer has the right to choose from a variety of goods and services at
competitive prices as per his wishes. That is, the consumer has the right to have access to a
variety of products at fair and competitive price. Thus, the retailer or the supplier should offer a
variety of products in terms of quality, brand, price, etc. They should not induce the consumers
towards the purchase of a particular product or service.

4. Right to be Heard: In case of any grievance or dissatisfaction, a consumer has the right to
file a complaint. A consumer can file a legal complaint and seek redressal against any form of
exploitation in appropriate forums established by the government. Nowadays, many consumer
organisations and associations also work in thisdirection.

5. Right to Seek Redressal: A consumer has the right to seek redressal and compensation in case
of any exploitation. The Consumer Protection Act provides for compensation in the form of
replacement of product, cash compensation, repair/removal of defects, etc.

6. Right to Consumer Education: A consumer has the right to be educated and aware of his
rights and the available remedies in case of exploitation. Many government and non-government
organisation work actively in this regard.

In addition to the rights, a consumer has some responsibilities to safeguard himself from
exploitation. The following are some of the responsibilities of a consumer.

(i) Awareness: A consumer should be well aware of the availability of various goods and
services. This enables him to make an informed and wise choice.

(i) Looking for Quality Marks: A consumer must always look for the quality certification
marks before the purchase of goods such as ISl in case of electrical goods, AGMARK in case of
agricultural goods, etc.

(ii) Asking for Cash Memo: A consumer should always ask for cash memo or bills for the
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goods and services purchased. The bill acts a proof of purchase and can be used for future
references in case of a complaint.

(iv) Reading Labels: Labels on goods provide information regarding price, weight, expiry
date of the product. The consumer must read these labels carefully before purchasing the
goods.

(v) Honest Transactions: A consumer must always choose legal dealings and
discourage illegal trade practices such as black marketing and hoarding.

(vi) Ensure Safety: A consumer must carefully read the manuals and instructions provided
by the manufacturer so as to ensure safe use of the product. For example, instructions
provided on the electrical appliances must be carefully read before using them.

(vii) Filing Complaint: In case the product is found defective or any deficiency is found in the
quality of the product, a complaint must be filed in the appropriate forum.

(viii) Consumer Societies: Consumer organisations and societies such as consumer Coordination
Council, Common Cause, Karnataka Consumer Service Society, etc. must be formed to work
towards consumer education and awareness.

(ix) Environment Protection: The consumers must also work towards environment
protection by avoiding wastes, pollution control, etc.

Question 2:
What are the various ways in which the objective of consumer protection can be achieved?
Explain the role of consumer organisations and NGOs in this regard.

Solution :

Consumer protection refers to the making the consumers aware and educated about their rights
and responsibilities and help them in seeking redressal for their grievances and complaints.
Consumer protection is of prime importance for both consumers and business. The following are
some of the ways in which the objective of consumer protection can be achieved.

1. Self-Administration by Business: The business firms should realise that it is intheir long-
term interest to protect the interest of their customers. They must increasingly work towards
their satisfaction. They must realise that satisfied customers not only lead to repeated sales but
also spread the good word about the company and thereby, pullnew customers for the business.
They must follow ethical values and avoid any form of exploitation of the consumers such as
unfair trade practices, adulteration, etc. In this regard, nowadays many business firms have set
up grievance cells and customer care centres to redress the complaints of their customers.

2. Formation of Business Associations: In India, many business and commerce associations
such as Federation of Indian Chambers of Commerce and industry (FICCI), Confederation of
Indian Industries (CIl) have been established that work towards consumer protection. They lay
down guidelines for their members for the code of conduct for customer dealings.

3. Consumer Education and Awareness: Consumer education and awareness is one of the
important steps towards consumer protection. A consumer must be well aware and informed of
his rights as defined under the Consumer Protection Act. He must also be aware of the reliefs
available to him in case of any form of exploitation under the Act. In addition, he must also be
educated about his responsibilities so as to safeguard himself against cheating and exploitation.
A well-educated and informed consumer is able to make wise choices.



4. Formation of Consumer Associations and Organisations: An increasing number of
consumer organisations and associations such as the Consumer Unity and Trust Society,
Consumer guidance Society of India, Consumer Protection Council, etc. must be formed.
These organisations work actively towards educating the customers and making them aware of
their rights and responsibilities. In addition, they encourage consumers to protests against any
form of exploitation or cheating and also assists them in taking legal actions and seeking
redressal.

5. Role of Government: Government plays an important role in consumer protection by enacting
various rules and legislation in this regard. The Government of India has passed various
regulations and legislation to provide for consumer protection such as The Consumer Protection
Act, The Contract Act, The Trade Marks Act, The Competition Act, etc. Of these, the most
important being the Consumer Protection Act. Under the Act a three-tier machinery comprising
of District Forum, State Commission and National Commission has been set up that work
towards the redressal of consumer grievances and complaints.

Role of Consumer Organisations and NGOs in Consumer Protection

Nowadays, consumer organisations and NGOs play an important role in protecting and
promoting consumers' interest. Some of the important NGOs and consumer organisations
include Consumer Coordination Council, Common Cause, Consumer Protection Council,
Consumers' Association, Mumbai Grahak Panchayat, etc. The following are some of the
functions performed by these organisations in regard of consumer protection.

(i) Consumer Education: The NGOs and consumer organisations organise various training
programmes and workshops to educate the consumer about their rightsand responsibilities.

(if) Publishing Journals: In addition to the training programmes and seminars, they also
spread awareness through journals and periodicals. These journals and other publications
provide knowledge about various consumer problems, legal remedies available and other
such matters.

(iii) Legal Assistance: They also provide legal assistance and aid to the consumers and help
them in seeking suitable redressal.

(iv) Encouraging Protest against Exploitation: They encourage the consumers to protest
strongly against any form of exploitation and unfair trade practices.

(v) Assistance in Filing Complaints: They encourage the consumers to file complaints in
appropriate forums and also file complaints on their behalf.

(vi) Taking Initiatives: They not only encourage the consumers to register complaints but also
take initiatives themselves in filing cases in the general interest of the public.

(vii) Testing Quality of the Products: They carry out the quality tests for various products
in laboratories and publish the results. Such results help the consumers in making informed
choices.

Question 3:
Explain the redressal mechanism available to the consumers under the
Consumer Protection Act.

Solution :

Under the Consumer Protection Act, a three-tier machinery has been set for the redressal of
consumer grievances and complaints. The machinery works at the District level, State level and



National level and are known as District Consumer Dispute Redressal Forum (or District
Forum), State Consumer Dispute Redressal Commission (State Commission) and National
Consumer Dispute Redressal Commission (National Commission) respectively. The following is
a brief explanation of the machinery under the Consumer Protection Act.
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1. District Forum

District Forum is set up in each district by the concerned State Government. It comprises of a
president and two or more members, one of whom should be a woman. A consumer can to file a
complaint in a District forum in case the value of goods in question, along with the
compensation that is claimed is less than Rs 20 lakh. As the Forum receives the complaint, it
refers it to the concerned party against whom the compliant is registered. After considering the
tests and reports and on hearing both the concerned parties, the forum passes a judgement order.
Moreover, in case the party filing the complaint is not satisfied with the order, an appeal can be
filed in the State Commission within 30 days of passing the judgment.

2. State Commission

The State Government sets up State Commission for the redressal of consumer grievances. Alike
District Forum, State Commission also comprises of a President and two or more members one
of whom should be a woman. In State Commission, a complaint can to be filed by a consumer in
case the value of goods /services inquestion along with the compensation claimed is more than
Rs 20 lakh but is less than Rs 1crore. After receiving the complaint, the commission refers the
complaint to the party against whom the compliant is registered. If necessary, the sample of the
good are sent for testing in the laboratory. After considering the tests of the reports and on
hearing the concerned parties, the commission passes an order. An appeal can be filed against
the order of the Commission before the National commission within 30 days of judgement.

3. National Commission

The National Commission is set up by the Central Government. It consists of a President and
four or more members one of whom is a woman. A consumer can file a complaint in the
National Commission in case the value of goods in question along with the compensation
claimed is more than Rs 1 crore. After referring to the sample proofs and on hearing the
concerned party, the commission passes an order. In case the aggrieved party is not satisfied
with the order, an appeal can be filed before the Supreme Court.

Available Reliefs

In case the concerned forum passes an order in favor of the aggrieved party, it can pass one or



more of the following directions to the opposite party.

I. Repair the defective goods or remove the deficiency in the service.

il. Replacement of the defective good with a new one.

iii. Refund the price paid by the consumer for the good or the service.

iv. Payment of compensation in cash for the loss or injury suffered.

v. Payment of punitive damages.

vi. Removal of misleading advertisement and issue of a correct advertisement.

vii. Payment of an appropriate amount (not less than 5% of the good in question) to be credited
to Consumer Welfare Fund.

viii. Ceasing the manufacturing of hazardous goods.

Case Problem

Now, filing complaint is just a click away. Filing a complaint in a consumer court’s going to
get a lot easier by the end of this year, virtually. No matter which part of the country you’re
in, it’s going to happen at the click of a mouse. The project, called Confonet
Computerisation and Computer Networking of Consumer Fora), is being executed on a
turnkey basis by the National Informatics Centre (NIC).

‘“Online registration of complaints, the government hopes, will promote e-governance,
transparency, efficiency and streamlining of consumer fora,” said an official in the
consumer affairs ministry. Of Rs 48.64 crore set aside for the project, the government has
released Rs 30.56 crore so far, the official added.

““Besides software development and testing, networking and project implementation,
integration and site preparation, it will include purchase of hardware for all the 600 district
fora, 35 state commissions and the National Commission,” the official said.

At present, computer systems and system software have been delivered to 25 state
commissions and 300 district fora — never mind the fact that it’s sometimes a long wait
before the hardware is finally unpacked and set up in some of the districts. Meanwhile,
training of staff, sometimes in the classroom and sometimes through e-learning sessions, are
in full swing.

‘‘But just setting up an online complaint filing system won’t ensure a strong consumer
protection movement in the country — for that we’re working on GenNext and the best way
to do that is to go to schools,” the official said. The government is, therefore, involving
school children to form consumer clubs so as to involve them in various consumer welfare
activities. Part of the funding for running the club is to come from various state
governments, with an equally matching grant from the Centre. However, a number of state
governments are yet to sanction the fund — some of these include Uttar Pradesh, Madhya
Pradesh and Kerala.

Questions

1. What new measures is the ministry of consumer affairs taking to make
filing of complaint easy?

Solution:
Online registration of complaints has been initiated by the ministry of consumer affairs to make



filing of complaints easy.

2. What role can you, as a student, play to contribute to the cause of consumer
protection?

Solution:
e Special assemblies can be organised to make aware of consumer rights and
responsibilities.
e Essay writing, debate can be conducted for awareness on consumer protection.
e Encourage students to not use adulterated or defective goods in canteen
e Setup voluntary complaint centre.

3. What scenario of consumer protection do you foresee when the measures
proposed in the above news report are implemented?

Solution:
Both the system should run parallelly i.e e-governance and 3 forums ( district, state and national)
because there are still some consumers who are not aware of Technological development.
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