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Indian Consumers in the New Age

ndia has been pioneer in consumer protection having

Consumer Protection Act (COPRA), 1986 to provide

not only easy and quick redressal of consumers’
grievances but also a mechanism to promote and protect
their interests. Now, as this Act has attained its Silver
Jubilee in 2011, there is need of compressive and forward
looking Consumer Protection Policy to address emerging
consumer issues.

To address the gap, Memorandum of
Understanding was signed between
Manoj Kumar Parida, Joint Secretary
on behalf of Department of Consumer
Affairs, Ministry of Consumer Affairs,
Food and Public Distribution,
Government of India and George

George Cheriyan, Director, CUTS signing MoU of

Cheriyan, Director, CUTS on behalf of ConsumersUp with Manoj Kumar Parida,
Consumer Unity & Trust Society Joint Secretary, Ministry of Consumer Affairs,
RESEARCH ACTIVITIES (2 (CUTS) on November 04, 2011 to Food & Public Distribution, Government of India

implement a one-year project, i.e.from

November 04, 2011-November 03,

2012) to take the Indian consumer movement forward with an objective to create an

enabling environment for protection and promotion of consumer interest contributing
towards the national interest.

UPCOMING ACTIVITY (2

INFORMATIVE PART (2 The project is implemented in mainly four states,
namely Haryana, Jharkhand, Karnataka and
Tripura, but for the research purpose, 15
additional states and three union territories have
been included namely Andhra Pradesh, Bihar,
) , Chhattisgarh, Goa, Gujarat, Kerala, Madhya
NEWS 3 ) SA"™" | Pradesh, Maharashtra, Orissa, Punjab,
Rajasthan, Tamil Nadu, Uttar Pradesh,
: Uttarakhand and West Bengal. The union
A i territories are Chandigarh, Delhi and
; Pondicherry.

s For clear and better understanding of the project
IN MEDIA 4 | activities, an inception cum partners’ meeting

was organised at CUTS CART, Jaipur on January
12, 2012, where all four state partners
participated. A formal signing of Memorandum of Agreement has been done with the state
partners. The following four state partners in the project implementation are:
¢ Haryana - Citizen’s Awareness Group ,Chandigarh
¢ Jharkhand — The Janaki Foundation, Ranchi
¢ Karnataka — Consumer Rights Education & Awareness Trust (CREAT), Bengaluru
& Tripura — Consumer Protection Association, Agartala




he ‘State of the Indian Consumer’ Report will be

based on a comprehensive survey taking consumer
rights as per UN Guidelines on Consumer Protection
(UNGCP) as a yardstick. The objective is to understand
the state of the Indian consumer and device policy
lessons therein.

Thus, a proposal for bid was called to execute the
research on the State of the Indian Consumer in 19 states
and three union territories across India for which
professional agencies (bidders) submitted the proposal.
Senior management and project team made a deep

Knowledge
Enhancement Workshops

our State-level Knowledge Enhancing

Workshops (KEWs) of two-days

duration, one in each of the four target
project states will be organised in the next
quarter to enhance the knowledge of consumer
organisations from the state on new generation
consumer issues, and on research, advocacy,
communication, and resource mobilisation

revision of the proposal on the basis of quality, survey
approach, clarity of methodologies etc. The bid was
sanctioned to Insight Development Consulting Group
(IDCG), New Delhi and has been asked to formulate the
draft questionnaire.

Simultaneously, concept note regarding the 10 input
papers has been prepared and process of identifying 10
authors for the input papers is in progress.

skills by helping them to make further
interventions on frequently occurring
problems. First KEW is scheduled in Bengaluru
(Karnataka) on February 28-29, 2012 and rest
three are to be conducted in March 2012 in
three project implementing states.

Suggestions Invited on the
Consumer Protection (Amendment) Bill, 2011

he COPRA, 1986 was enacted by the Parliament to provide better protection of interests of consumers,
which completed its 25 year in 2011. The Act has been amended in the years — 1991, 1993 and 2002 to
make it more effective.

With the passage of these 25 years there were new developments like economic liberalisation resulting in
new market conditions and challenges as well as new generation consumer issues. To address some of the
challenges, mainly related to the consumer disputes redressal, the Government of India proposed to amend
the COPRA once again. The bill to the effect was introduced in the Lok Sabha on December 16,2011.

The Consumer Protection (Amendment) Bill, 2011 as introduced in the Lok Sabha on December 16,2011
has been referred to the Parliamentary Standing Committee on Food, Consumer Affairs and Public
Distribution headed by Vilas Muttemwar, MP for examination and report to the Parliament. The text of the
bill as introduced in Lok Sabha is available at the website: www.parliamentofindia.nic.in

No Commercial Rates for Water

he District Consumers Redressal Forum (District Forum) of Shalimar Bagh, Delhi has fined Delhi Jal
Board (D]B) for harassing a consumer by charging a higher tariff of commercial purposes whereas the
water was being used by the workers for drinking purposes.

Consumer ruled that the DJB cannot charge commercial rates from any shopkeeper or an establishment
which is using water for drinking purposes. Giving relief to complainant Vijay Pal of Badli village
extension, the coram ruled that the water was being used for drinking only and not for commercial
purposes so the consumer cannot be charged with a higher tariff. The Consumer Court directed the DJB to
pay 3,000 as fine for mental agony to the consumer and send the new bill with reduced prices for domestic
use.

www.indlawnews.com/NewsDisplay.aspx261c5d6d5-c3de-456a-b4f1-5937663a6fc7 &staxid=cons




Highlights
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Establishment of a Complaint Centre with a
toll-free “Consumer Care Number” accessible
from any other service provider's network

The existing three-tier complaint redressal
mechanism has been replaced by a two-tier one
by doing away with the Nodal Officer

Every complaint at the Complaint Centre shall
be registered by giving a unique docket number,
which will remain in the system for at least three
months. The docket number along with date
and time of registration and the time limit for
resolution of the complaint would be
communicated to the consumer through SMS.
The customer shall also be informed of the
action taken through SMS

If a consumer is not satisfied with the redressal
of his complaint, or his complaint remains
unaddressed or no intimation of redressal of the
complaint is received within the specified period
he can approach the next tier the Appellate
Authority for redressal of his complaints

A two-member Advisory Committee in each of
the service areas by the service provider. This
will comprise of one member from the
consumer organisation registered with TRAI
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and another member from the service
provider. All appeals of consumers will be put
up before the Advisory Committee which will
advise on all such appeals to the Appellate
Authority. Individual timelines have been
provided for each stage of processing the
appeals

& The regulations provide for resolution of

complaints by the service provider in a time
bound manner, referred by TRAI

¢ The regulations require the setting up of a

web-based complaint monitoring system by
the service provider through which the
consumer can track their complaints

FDI in Multi-brand Retailing

he Union Cabinet cleared a policy permitting 51 percent foreign direct investment (FDI) in multi-brand
retail trading (MBRT) on November 24, 2011 subject to certain conditions and with choice to the state
governments to adopt and implement it within the parameters of their local laws and regulations. It is being
argued by the government that the policy shift would bring benefits to farmers and consumers as well as
incentivise creation of much needed back-end infrastructure for an efficient food supply chain.

However, some concerns have been raised on the said Cabinet decision, fearing that it would crowd out
small retailers (kirana stores) and traders (intermediaries) in the supply chain, as well as harm small
farmers.

Considering larger national interests, CUTS and many other consumer and farmer organisations are
supporting the policy, provided it has proper safety nets and regulatory mechanism to avert possible
adverse impacts.

www.parfore.in/pdf/1-2012FDI_in_Multi-brand_RetailingAdequate_Safeguard_is_Key_to_Success.pdf




Hallmarking of Gold Mandatory

n a move aimed at protecting the interest of consumers and prevent frauds in sale of gold jewellery, the

Union Cabinet approved the proposal to make hallmarking of gold mandatory on January 04, 2012.
Earlier hallmarking of gold was voluntary in nature.

The move to hallmark gold will certainly provide value and authenticity to the jewellery bought by the

consumers and amounts to purity certification of the yellow metal. The Bureau of Indian Standards (BIS),
under the Consumer Affairs Ministry, is the administrative authority of hallmarking.

The BIS hallmark bestows on the consumer additional confidence on the quality of products such as gold
jewellery. It also aims to strengthen the penal provision for better and effective compliance.

(The Hindu, 04.01.12)
INTERVENTIONS BY STATE PARTNERS
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