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gm philosophy of marketing,
supposed to be the king and
pected to provide maximum
ion to consumers. But in reality,
often exploited. In a country
is shortage of many products,
joy monopoly powers in the
large majority of consumers are
terate, and do not know their
poor and there is lack of unity
e to all these reasons, consumers
d of their rights. They are often
misleading advertisements, poor
actional weights and measures,

CONSUMER PROTECTION
" consumers 18 necessary due to
1SONS

is a part of society. It gets
power, machinery and other
ociety. Therefore, it is uhli.gml
ht products at reasonable prices

F
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2. It is the moral responsibility of business to
protect and promote the interests of consumers.
3. The basic function of business is to satisfy
the needs and expectations of consumers. It is
through consumer satisfaction that business can

camn profits and continue operations in the long
run.

4. The Government of India is committed
to the welfare of general public by encouraging
fair trade practices.

5. Consumers are becoming more and more
aware of their rights. Education and information
through newspapers, radio and television
has made people conscious of their rights as

CONsUIMErs.

4.2. MEANING OF CONSUMER
EXPLOITATION
Consumer exploitation means harming the
When

interests ol consumer 1N vartous ways

consumers do not get value for their money
. -
due to dishonesty on the part of traders and/or @_ i
. i
manufactures, consumer exploitation takes place - |
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several ways, such as the following :
4 Overcharging — charging unjustified

high prices .

il Under weighing — giving less weight or
elements in goods e.g. horse dung in
cream and you will become fair within

V.
mmpact of the product.
Consumer exploitation occurs largely
: are not lj
to be exploited. Aware and car R
: associaty
fun campaigns to make cops 5810 often

quantity. :
iii) Adulteration — mixing undesirable
~dhania powder.
i) Misleading advertising — use a particular
a week.
Not informing consumers about adverse
4.4. IMPORTANCE OF CONSUMER
Q) AWARENESS
o due
0 1he 1gnorance of consumers, Consumers
who are aware of their rights
eful consumers
Ean Oppose attempt made o exploit the
overnment and consumer ks
i) umers aware, «
Ta . “Jago
B0 18 the mosgt popular Campaign, ;
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Consumers'
Associations
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Approaches to Consumer Prote clion
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and actions by adopting higher e
Trade associations and consymer:

k unfair trad o provide
can' chec air trade practices Sl 1 judici
businessmen. :

en empo

2. Consumer Self-Help : Eyan siture and t
must be alert as self-help is the hegipe Act &
should educate himself and know hi tj:w
S 1

should not allow unscrupulous busin

cheat him. lient Fe:

3. Consumers’ Associations : Soc

should form voluntary associatiog§ = T

associations can educate and awakenon =~

They can take organised action and ﬂm;
on business to adopt fair trade practité.i.< to re
4. Government Regulations : The! &/‘C'ﬂ
ensure consumer protection through kg#fective !
executive and judicial actions. The law mprehey
by the Government must be strictly end th: o
the executive. They need to be modiié poiais
light of actual experienc ' hi
actual experience and Interpies8,;, any o
Sug_gtslmn:q by the courts. The judici-f ¥, Spe
d wFaI role by emerging as a strong -'l-t'- zated spt
punitive action to erring businessmef | the gk
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4.6. THE CONSUMER PROTECHSSG chiner
ACT, 1986 r consu
Distri

Several laws had been pﬂﬁsf’d I“ T
CoOnsumersg. The Contract Aclh -
IS‘HIE of Goods Act. 1930, The il
Drage soding and Maring AL TG 5 i
Co 0 Cosmetics Act, 194ﬂ_. ' mplicat
: MMmodities Act, 1955, The Pre¥es L,
%od Adulteration Act, 1954, The M& kel



n Act seeks to
the interests of

starcal] ° € a speedy and
day simple redressal to consumer grievances. The

|

,; Act provides for the setting up of a three.tj
Y g, quasi-judicial machinery. Thig machinery h:;

been empowered to give relief of specific

nature and to award compensation to consumers

The Act applies both to goods and services. I;

protects not only buyer but user in the case of

i goods and any beneficiary in case of services.

provide better protection of
consumers. It aims to provid
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ﬂ Salient Features of the Act -

| S.m:ial Welfare Law : It is a highly
g SR ETDSISSive, ploce of social welfare legislation.
i It is acclmmeﬁ as the Magna Carta of Indian
consumers. ['his is a unique law which directly
SPI'E'SSIq pertains lo consumers in the market place and
' seeks to redress complaints arising therefrom.
state o &-Cnmprehensive Provisions and
rislatie Effective Safeguards : Its provisions are very
enacll comprehensive. It provides effective safeguards
yreedf to the consumers against various types of
d in ¢ exploitation and unfair trade practices. In fact, it
jon anl provides more effective protection 10 COnSUmMers
an plyf than any other law in India. . o
cy wil .37 Special Consumer Courts : The Act has
| created special consumer courts for enforcement
of the nghts of consumers,
N __4< Three-Tier Grievance Redressal
Machinery : The Act provides for a t].n'm:—
Prﬂtﬂ*‘ tier consumer grievance redressal muchmf:r!r'
, Tht — District Forums at the base, the Slllcl
”[tuﬂ’-l Commission at the middle level and the Nillmrjd
v Commission at the apex level. The redressal
7, t!i machinery is quasi—judiciﬂl in nature. _
imple and Inexpensive : [iere are no

uf \_S/S) res or other

ons complicated or elaborate procedu

pol® : g Al

ﬂ'."’flti-..-'-“' - {70

P e )

and inexpensive redressal of consumer

*

En\i‘?e‘ ' i-".,.:-'-.:'..
. Covers Goods and Services : The Act E !

covers both goods and services rendered for
consideration by any person or organisation e
including public sector undertakings and
Government agencies. However, services
rendered free of charge or under any contract
of personal service are excluded, /Al suppliers
of goods and services in private, public and :
cooperative sectors are covered under the Act. \“‘3
7. Time Frame ¥The Act lays down time
limits for the disposal of cases so_as to provide '
speedy redressal of grievance
8. Class Action :/The Act allows filing of |
class action complaints on behalf of groups of |
consumers having common interest. '
9. Check on Unfair Trade Practices : The \
Act also covers complaints relating to unfair '
trade practices. Thus, a consumer can protect |
against food adulteration, short weighing and |||
overcharging, directly to the District Forums.
The consumer can pick up a food sample from |
a shop, get it analysed by a chemist and file a
complaint on that basis. '.

10. Check on Overcharging : The Act |
also provides for complaints against charging |

in excess of the price of a product fixed by a '—
law or rule and/or displayed on the packaged |

11. (.‘u'ii;umer Protection Councils : To
organise consumers and to educate them, the

Act also provides for the formation of consurber s _ . ‘N
L
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) s ﬂm arious risks involved in the cunsu:lpt:;:
and use of products, such as food, drugs, 10Y*:
slectrical appliances, etc. For example, gds
cylinder, if not sealed properly, may cause Injury
1o life or even death. The consumers have the
right to get protection against such risks. i~
Products should not cause any physical
danger to consumers or put them in difficulty due
to any reason. Consumers must have assurance
regarding quality, reliability and performance.
There are so many common houschold items,
now available to consumers that contain
potentially harmful substances. Food additives.
food colouring and pesticides further add new
potential dangers. With the advancement of
science and technology, consumer products have
become highly complex and intricate. Therefore.
responsibility for their safety should be fixed on
producers and distributors,

2. The Right to be Infor
/ med : The
;:;:mnn;r has thr:. right to be informed about
e qua Jty,fquannty. potency, purity, standard
- price of the goods he intends tg purchas
t: ls'the responsibility of the i

Mbﬂﬂy Eﬂm“:eﬂhlﬁ {E} stren

: 1y and th,
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enable the cons ar

40

o

3. The Right to Chy,
should be assured accesg y, .
at competitive prices, Thi. .
should not use aggressive sar "
sell the product to the copgy
be freedom to choose from |
This requires free competition ¢
If enough varieties of prodyeg .
prices are available in the man.
have the opportunity to make
4. The Right to be Hearg : 7
has a right to register his digeats
get his complaint heard at appron
This right includes the right g m
The above three rights are meanjnol
the right to be heard. .,"::._'
and claims of consumers must 1
considered. 1

.5 The Right to Seek Redressg]'
the right to get claims and compla

2. Complaint : C
allegation in writing mac
regard to one Or MOre of

(i) that he has suff

against manufacturers or sellers due a result of any

trade practices and exploitation by i res,;rmtwi.‘: g
. er

consumer has been granted the rightd e

If the performance, quality, etc., of & ™ o be housi BE

2 2 L 8
unsatistactory., The produc he
y. The product must more defects,

replaced or taken back by the seller [l

_ | | (iii) that the service
seek redressal will reduce post-purchis |

agreed to be hi
suffer from def

(iv) that a trader hi
mentioned in 1
excess of the |

(a) fixed by ©

time being

(b) displayed

(¢) displayed

and grievances of consumers. _

A The Right to Consumer Ed
According to this right, the consu
be made aware of his rights and the o
available under the different laws
help to make consumers conscious 8
FIIEI]]SE!‘L’E:-; against frauds by '
IEnorant consumer cannot escape ‘

will not come forward to seek redréss g Eﬂtj

Malpractices by the seller. ; b ih;l gogd:afni
- * 1l ife an

8. BASIC cONCEPTS UNDER offered for

CONSUMER PROTECTION # contravention

. Consumer ; The term ¢S

defined a5 follows -
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