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he right to choose is one of the eight basic consumer rights. A consumer should be able to

select from a range of products and services, offered at competitive prices with an assurance
of satisfactory quality. For a consumer, this gives them the freedom to choose the best deal and
hold providers to account. For the wider economy, the right to choose is fundamental to the
creation of a genuinely competitive market that drives innovation and rewards firms which deliver
good-value products and customer service and punishes firms which do not.

Consumers should not be forced to tolerate excessive charges, poor service or irresponsible
corporate behaviour because of a lack of choice. But this basic consumer right is being
undermined in financial services, one of the most important sectors for consumers and the
economy.

Consumer Unity & Trust Society (CUTS International) organised a public event on the occasion
of World Consumer Rights Day 2012 at Jaipur on March 16, 2012, where senior officials from
the Reserve bank of India and Banking Ombudsman; Department of Consumer Affairs,
Government of Rajasthan; various senior managers of banks such as the State Bank of India,
Indian Overseas Bank, South Indian Bank, State Bank of Bikaner and Jaipur, and Cooperative

1‘ CUTSM Bar.1k. and othgr banking officials and representatives of various consumer organisations and
Emdlntemaﬁonal activists participated.
George Cheriyan, Director, CUTS International explained the importance of the theme ‘Our
money, our rights’, campaigning for a ‘real choice’ in financial services. He said that this year the
Indian Consumer Protection Act (COPRA) has completed 25 years of its existence, and this is
Wity of Consumer Afas also the 50" year of John F Kennedy’s, historical speech to American Congress on March 15,
7 Food & Pubic Distibuion 1962 in which he upheld four basic rights of consumers.
i, Covernment of India Speaking on the theme, he said after completion of more than 40 years of Nationalisation of
Banks in India, still 60 percent of the people are not banked. Therefore, financial inclusion needs
to be given priority along with enhancing quality of services. He added that unique identification
would play a key facilitator in financial inclusion. Mahatma Gandhi National Rural Employment
Guarantee Act had given a boost to financial inclusion by opening a large number of accounts,
without any efforts by banks. Allowing SB account portability in India is a good way to induce
competition among various service providers and improve the quality of services.
Amarjeet, Singh, CUTS made a presentation on financial consumer Protection; the challenges

W F oy including policy and practical challenges and way forward to strengthen the same.

= % V4 K.Sundari, Deputy General Manager, Reserve Bank of India and Secretary, Office of Banking

J AGO "_, Ombudsman, Jaipur briefed the participants about fairness in financial services and role of
i banks in handling the complainant in case of financial abuses.
GRAHAK Sanjay Jhala, Enforcements officer, Department of Consumer Affairs, Government of
- J AGO Rajasthan emphasised on behavioural aspect of consumer and service provider relationships
P and constraints due to ignorance.
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Telecom Regulatory Authority of India

TRAI to Act
like a Civil Court?

he Telecom Ministry has made it
clear to give more powers to

Telecom Regulatory Authority of India

(TRAI) acting like a watchdog by

strengthening it and empowering to

discharge its duties. These powers are
expected to be made official in the
upcoming National Telecom Policy

(NTP) 2012.

The Telecom Commission approved
the bulk of TRAI's suggestions on NTP
2012. The Commission is expected to
complete the remaining work on NTP
very shortly and forward it to the Cabinet
for approval. The Cabinet is expected to
clear NTP 2012 by April 2012.

It is also added that “TRAI is
considering the establishment of a
grievance monitoring system to protect
the interests of consumers.” However,
few things are still not clear:

1. Whether TRAI will be permitted to
penalise operators for non-
compliance of the terms and
conditions of their license?

2. Whether individual grievances
against operators will be entertained
by TRAI or not?

Currently, guidelines say that the
TRAI Act, 1997 does not envisage
handling of individual consumer
complaints by TRAI.

Competition Commission Act under
the term ‘consumer’ includes a single
person. So an individual can approach
the Competition Commission of India,
however in the landmark cases it has
been observed that group of aggrieved
people have approached the court. And
for Securities and Exchange Board of
India too, an individual can file a case
against a listed company, but only after
he/she has approached the company,
then the National Stock Exchange/

Bombay Stock Exchange.
(Economic Times, 13.03.12)

ICICI to Compensate for
Wrong Delivery of ATM Card

he Delhi Consumer Forum directed ICICI Bank to pay ¥20,000

as compensation for mental agony and harassment to one of its
consumers for wrong delivery of ATM card. The card was delivered at
the wrong address and then misused for ¥48,000. The amount was
deducted from complainants’ account by the bank directly.

The Forum favouring the complainant said that the act of bank
caused “mental agony and harassment” to the complainant for its failure
to deliver the card at the right address.

The Forum said that on account of the act of the bank, the
complainant had to send legal notice and suffered harassment, pain
and mental agony. Therefore, he should also be awarded ¥5,000
towards litigation charges.

The ICICI Bank argued that it had delivered the ATM card and the
PIN no. to the complainant only, but the Forum brushed aside their
arguments saying that the delivery sheet of the courier company shows
that the card was not delivered to the complainant or any of his family
members.

The complainant contended that the delivery sheet of the courier
company bore the name of some Datu Ram without his complete
address and that the mobile number belonged to a third person and
not the complainant. (Akosha, 09.03.12)

Inadequate Infrastructure
Cripples Consumer Forums

s India celebrates 25 years of enactment of its COPRA, 1986 on

World Consumer Day, India’s official consumer protection
apparatus suffers from critical gaps when it comes to delivery of justice
to consumers in the country.

The gaps include significant deficits in human infrastructure as also
physical infrastructure at thousands of India’s state and district
consumer courts in the country. This is likely to result in further delay in
clearing a whopping 3,43,736 cases pending in consumer courts at
state and district level.

According to ZRG analysis of current pendency cases, Uttar
Pradesh followed by Maharashtra topped the list of pending cases with
maximum of 1,05,698 and 35,988 consumer cases pending respectively
before state consumer commission and district consumer forums.

A profile assessment of consumer courts in these two worst
performing states reveals that Uttar Pradesh has two posts for the role
of the president and four for members role lying vacant as of now. In
Maharashtra, eight posts for president and 26 for members are vacant.

Alongside the state of UP and Maharashtra, Rajasthan, Haryana
and Gujarat too are also facing a long list of pending cases at consumer
forums. A large number of consumers in Rajasthan, Haryana and
Gujarat are also waiting for justice with 29,348, 22,362 and 20,694
pending cases seeking consumer redressal.

Presently, there are 629 district fora, 35 state commissions and
one National Commission in place in the country for inexpensive and
quick redressal of consumer grievances. The district consumer forums
alone are laden with highest 2,47,620 cases. State consumer
commissions and National Consumer Commission follow closely with
96,116 and 9,493 pending cases with them respectively.

(Zee Research Group, 19.03.12)
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Recent Publications

1. Status of Consumers in Rajasthan, 2011: A research report analysing
the actual status of awareness level of consumers at the grassroots

2. Strengthening Consumer Voices — The Way Forward in Rajasthan:
Advocacy document to brief readers about the ways and methodology
and issues taken up for advocacy with the government during two years
of the project.

3. Medical Services and Consumer Protection Act, 1986: This briefing
paper evaluates the significance of the COPRA, 1986 in tune with
Medical Services

4. Remittances — Travails of the Migrants: This briefing paper examines
major issues related to international remittances from a consumer
perspective and suggests improvements

5. Consumer Participation in Standardisation Process: This briefing paper
aims to inform consumers and their representatives about the
standardisation process and its importance

6. Annual Progress Report —January-December 2010: A brief of activities
of first year of the project including achievements and outcomes
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CUTS Centre for Consumer Action, Research & Training (CART)
D-217, Bhaskar Marg, Bani Park, Jaipur 302016, India

Ph: 91.141.5133259, 2282821, Fax: 91.141.4015395, 2282485

Email: cart@cuts.org, Website: www.cuts-international.org/CART/GRANIRCA




	Page 1
	Page 2
	Page 3
	Page 4

