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Public Interface Meetings — Phase | of Year Two

bout 24 Public Interface Meetings (PIMs) were conducted in all 12 project districts of

Rajasthan during April-June 2011. The objectives of PIMs were to raise consumer awareness
at the grassroots to build a strong consumer movement at the grassroots level in Rajasthan;
share the existing appropriate mechanisms for exchange of information on measures of consumer
protection; empower consumers to make informed choices and thereby protect their health and
safety and get more value for money; obtain feedback from the people about the existing redressal
mechanism condition, environment and accessibility; and bridge the gap between consumers
and service providers/officials responsible for consumer protection.

The participants included local consumers. In all the programmes, the responses from
consumers were overwhelming and several questions were raised.

The speakers and resource persons included local lawyers, retired presidents and members
of consumer fora and sitting presidents. The district supply officers and other officials also
participated as representatives of their departments.

Some key observations and highlights of PIMs
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are:
i. Overwhelming response was received from media,
youths, panchayat representatives and women.

ii. Majority of participants at blocks were unaware of
consumer rights, availability of redressal mechanism
and procedure of filing complaints at their respective
districts.

iii. Unawareness towards packed items,
standardisation and food adulteration was prevalent
at rural areas.

iv. Public distribution system (PDS), electricity and
telecom emerged as one of the main problematic
areas among other district-level departments besides

other second-generation issues.

v. At most of the places, Zila Pramukh, Zila Up Pramukh, Chairman, Sarpanch, Pradhan
and members of District Consumer Forum etc. actively participated.

vi. Participants raised good points and shown keen interest on several issues.

Ministry of Consumer Affairs,

Customer May be King, but Customer Service is God

Around 90 percent of Indian consumers are willing to spend more provided they get better
customer services. This has been revealed in a recent study done by American Express.
The number has grown from 76 percent in 2010.

As per the 2011, Global Customer Service Barometer, 40 percent of respondents were
willing to spend over 20 percent more than they were paying currently, for services from
companies they believed provided ‘excellent customer service.

98 percent of consumers tell other people about a good customer service experience, with
67 percent doing so ‘all of the time’. 91 percent of them speak about a poor service experience,
with 56 percent talking about it ‘all the time’.

However, 80 percent of respondents did not complete a business transaction or did not
make an intended purchase because of poor customer service. 29 percent of consumers were
willing to travel a longer distance to consumer, a brand that delivered better customer service.
About 52 percent of respondents would try a new brand to get better customer service.

The most annoying thing to hear on the customer care phone line, for 34 percent of
respondents, was: ‘Your call is important to us, please continue to hold’. About 73 percent of
respondents admitted to losing their temper with a customer service professional, with 11 percent
also admitting to using profanity. A total of 1,002 adults were surveyed in India for the study in
2011. (The Hindu Business Line, 02.05.11)



Empowering Tommorrow's Consumers

George Cheriyan, Director, CUTS International
participated in the 19" Consumers International
World Congress and General Assembly held in Hong -
Kong, during May 03-06, 2011 on the theme 63*
‘Empowering Tomorrow’s Consumers’. Consumers
International is an independent apex consumer
organisation having 220 members in 115 countries,
organised 19" World Congress at Hong Kong
Conference and Exhibition Centre. Cheriyan
presented the status of Financial Consumer Protection
Bodies and the regulatory bodies in the financial sector
in India.
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Amendments in

Consumer Protection Act, 1986

Deepak Saxena attended a workshop on ‘Possible Amendments in
Consumer Protection Act, 1986’ organised by Consumer Association of
India, Chennai and sponsored by Indian Institute of Public Administration,
in Chennai on June 18-19, 2011. The objective of the workshop was to
discuss the possible amendments in Consumer Protection Act, 1986. More
than 25 participants attended the programme.

Workshop on

Non-PDS Consumer Items

Deepak Saxena, Amarjeet Singh and Dharmendra Chaturvedi attended
a daylong orientation jointly organised by the Department of Food, Civil
Supplies and Consumer Affairs of Government of Rajasthan and the newly
constituted Food and Civil Supplies Corporation of Government of
Rajasthan at Indira Gandhi Panchayati Raj Sansthan on June 13, 2011.

The objective of the workshop was to explore the possibility of including
some identified non-PDS items such as tea, salt and soap etc. as non-
PDS consumer items and sell to consumers through PDS channels on
subsidised rates and make people available these items on much low
rates as are available presently in the market. The purpose is to bring fair
price shops in the mainstream of consumer markets, which at present is
on the darker side with restricted marketing of very select consumer goods.

Field Research

The second year research survey was completed and 200
guestionnaires were received from 12 districts. The objective of conducting
the perception survey was to gauge the level of awareness and determine
the status of overall scenario of consumer protection in 12 districts of
Rajasthan and the performance of concerned agencies/institutions
responsible for consumer protection at district level.

At the same time, the questionnaire will assess awareness on basic
eatable commodities available to consumers. In the field, GRANIRCA
team visited all the districts to monitor the work and accompanied district
partners to get few forms filled up in front of them. Data feeding of 2400
forms has been completed and data analysis is in progress and a report
will be prepared on completion of the analysis. The findings of the survey
would then be further disseminated through media and also in the next
round of activities such as PIMs, Phase |V and media workshops at the
district level.

Now Life
Imprisonment for
Adulterators

he new anti-adulteration law

makes food adulteration an
offence punishable with life
imprisonment and manufacturers
can be fined up to 10 lakh.

The Food Safety and Standards
Act passed by the Parliament in
2006 will come into force soon. The
Act integrates multiplicity of
provisions under various food related
laws. It will, among other things,
regulate food safety standards and
uniform licensing in the country.

Of the 101 sections in the Act,
so far 43 have been notified and the
rest will be notified shortly. The new
Act provides for penalty on
manufacturers of adulterated food
items including fine of 1 lakh to ¥10
lakh to be adjudicated by an officer
of the rank of Sub-Divisional
Magistrate. Earlier, the fine was to
be decided by the court, which will
now decide on imprisonment.
Adulterers will face six-month to life
imprisonment if found guilty.

The new Act aims to ensure safe,
hygienic and wholesome food for the
citizens of the country. It also
bestows responsibility on the food
manufacturers and traders to
manufacture and supply safe,
hygienic and wholesome food. It also
provides provisions regarding food
recall procedures and improvement
notices.

http://www.igovernment.in/site/new-

law-proposes-life-term-food-adulterators-
37401
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