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Grassroots How Effective are our Redressal Systems?
Reachout and

eal estate developers often delay handing over properties to

Networking in buyers. But how many buyers approach consumer courts
Rajasthan to get redressal? How many file FIRs on loss of wallets or
through mobile phones? Not many. The common reason cited is, “It

will take forever”.
Consumer In the last financial year, the National Stock Exchange
Action received 5,325 complaints, of which 4,025 were resolved. The

(GRANIRCA) rest have been carried _forward. The Bombay Stock Exchange
received 2,907 complaints and 1,836 were resolved. For stock
market-related grievances, investors should first approach the
concerned broking firm/fund house/intermediary. If the issue
remains unresolved at that level, they should approach the
arbitration committee set up by the exchanges for this purpose.

If the total number of pending complaints against a company
exceeds 25 and remains unresolved for over 45 days, then the exchange steps in. It can suspend
trading in the company’s stock or may transfer it to the ‘Z’ group. This indicates the firm has not
complied with the listing agreement and investors should be cautious.

According to a Reserve Bank India (RBI) report on the Ombudsman Scheme (June 30,
2011), only 30 percent of complaints were resolved in 2010-11. Around 51 percent were non-
maintainable or outside the Ombudsman’s ambit and remaining 19 percent remain with the
Ombudsman.

The procedure to file a complaint is similar for banks and insurers. One has to first complain
to the insurer/bank and wait for 15 and 30 days, respectively, for a response. In case of no or
unsatisfactory response, one can knock on the respective Ombudsman’s door. If not satisfied
by the Ombudsman’s verdict could move a consumer court. (Business Standard, 22.05.12)

Rajasthan Enacts Law on Right to Hearing

he Rajasthan Assembly, recently in April 2012, passed a Bill providing the people with the
right to a hearing on governance related issues within a stipulated timeframe. The state is
the firstin the country to do so. The concerned Minister said that many grievances and problems
of common citizens or group of citizens are related to the governance, which needs to be effectively
and speedily addressed by the government.
g’ CUTSm The law shall extend to the whole of the state and the government shall appoint Public
M Hearing Officer (PHO), first appellate authority, second appellate authority and revision authority,
as well as give stipulated time limits for disposing complaints. A complainant may be lodged by
a citizen or a group of citizens before PHO for seeking any benefit or relief relating to any policy,
7= programme or scheme being run by the Central or state government.

International

_ , For effective implementation of the law, provision has been made for the establishment of
% Ministry of Consumer Affairs, . . ey an . . .
7 Food & Public Distribution information and facilitation centres, including citizen care centres, call centres, and help desks.
oy oot of inda The law envisages providing opportunities to common people to lodge complaints, if their
it grievances are not heard by the officials. The Bill also has provision of penalty. Where the second

appellate authority is of the opinion that the PHO has failed to provide an opportunity of hearing
within the stipulated time limit without sufficient and reasonable cause, it may impose on him a
W-L/‘ penalty not less than Rs 500 and not exceed than 5000.
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GRANIRCA District Level Training Workshops, 2012

District Date District Date
Dholpur July 06-07, 2012 Jodhpur August 06-07, 2012
b L o Kota July 12-13, 2012 Churu August 08-09, 2012
JAGO ". Dausa July 12-13, 2012 Jalore August 17-18, 2012
GRAH AK Alwar July 19-20, 2012 Bundi August 17-18, 2012
- JAGO Tonk July 24-25, 2012 Sikar August 23-24, 2012
rd W
T raeh Chittorgarh July 26-27, 2012 Banswara August 30-31, 2012




Firms to Compensate for not Rendering Services

n separate incidents, two consumer

durables manufacturers were
ordered to compensate customers
for delayed and negligent service. In
a complaint to the Chennai
Consumer Redressal Forum, K
Venugopal, a resident of Kambar
Nagar paid ¥7,790 on July 28, 2009,
by way of cheque for the purchase
of a vacuum cleaner. Though he was
promised that the vacuum cleaner
would be delivered in the first week
of August, the sales representatives
failed to do so despite repeated
requests.

Following this, the complainant
issued a legal notice asking Eureka
Forbes to deliver the vacuum cleaner
or return money with interest. But
there was no response from the
company. Hence, Venugopal filed a
plea seeking to direct the company

to pay compensation. However, the
counsel for Eureka Forbes
contended that the complaint was not
maintainable. When the vacuum
cleaner was taken to the
complainant’s house, it could not be
delivered since the house was
locked. Subsequently, it was
delivered at a later date, the counsel
said.

Concluding that the consumer
durables firm was negligent and its
service deficient, the District
Consumer Redressal Forum pointed
out that only after receiving a notice
from the Forum, the vacuum cleaner
had been delivered to the
complainant on October 18,2010. As
such it was evident that they took
nearly 15 months to deliver the
vacuum cleaner subsequent to the
receipt of money from the

complainant. The Forum ordered
Eureka Forbes to pay 315,000 to the
complainant as compensation
towards delayed delivery of vacuum
cleaner, and another sum of 35,000
towards its cost.

In another case, the Consumer
Forum ordered a water purifier
company to compensate a consumer
for a defective water purifier. The
Forum also directed it to either
replace the water purifier or refund a
sum of 11,500 with interest at 12
percent from September 08, 2010, till
date of payment. It also ordered the
company to pay the complainant a
sum of 27,000 as compensation. The
Forum gave the order on a complaint
from M S Girithara of Sowcarpet, who
purchased an Aqua Pure Plus water
purifier on September 08, 2010 for

211,500, and found it to be defective.
(The Hindu, 25.06.12)

Diagnostic Lab Fined for Incorrect Test Report

he Super Religare Laboratories Ltd has been directed by a New Delhi, East
District Consumer Forum here to pay 31.43 lakh to a patient for incorrectly
concluding that she was suffering from the highly infectious disease swine flu. The
Forum also suggested to the Centre and the Delhi government to consider taking
appropriate action against the hospitals or diagnostic labs which “propagate” false
reports on dangerous diseases and cause panic among general public.
The complainant (Pushpa Gupta) did not only suffer physically, mentally and
socially but also financially. She claimed a sum of ¥1,43,662 which includes the
cost of mental agony and harassment.

(The Hindu, 04.06.12)

Now, Online Details of Insurance Claims for Road Accident Victims

ictims of road-accidents can now access the insurance policy details of

the vehicle involved with a click of a mouse. The Insurance Regulatory
and Development Authority (IRDA) has launched the facility on the portal of
its Insurance Information Bureau, which will update the data being provided
by the insurers.

The insurance status of vehicles can be known by filling in, among others,
the registration number of the vehicle and date of accident. The information
will then immediately pop-up. As there is a time lag of two months for
submission of information by insurers to the data repository, there is a
possibility of information not being available immediately. In such cases, a
message will be flashed giving reasons for absence of information which
might include, time lag in uploading data by the insurer.

In the case of new vehicles, only the chassis and engine numbers are submitted by the insurer to the regulator.
When the record is not available, the searched registration/chassis or engine number will be automatically
communicated to all general insurers to verify their database and check whether the information can be provided.

Soon, the facility will be made available to the police and regional transport officers, as it would help them track
vehicle-owners who evade insurance or the insurance status of stolen vehicles. The facility would help insurers
expedite the processing of claims arising due to the accident.

(The Hindu Business Line, 21.04.12)
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New Publications

Briefing Paper on ‘Insurance
Services: Challenges and
Opportunities before Consumers’ is
an effort to raise consumer

Briefing
Paper
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Annual Progress Report (January-December,
2011)- A brief of activities of first year of the

i Project including achievements and outcomes.

i

Insurance Services
Challenges & Oppaortunities before Consumers

awareness on different insurances,

its long run importance, rights of
consumers as insured, fundamental
principles of insurance, precautions
to be taken while accepting insurance

policies etc. and more importantly,
the challenges and opportunities

before consumers with the entry of
private players in the insurance
sector.

Publication of Consumer Dialogue e-newsletters of January-February; March-April and May-June 2012 and
Consumer in Action (January-March 2012) consisted of news related to consumer issues, related matters,
project updates etc.
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