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1. Background 

CUTS is partnering with the Department of Consumer Affairs, Ministry of Consumer 

Affairs, Food and Public Distribution, Government of India, under the Consumer Welfare 

Fund (CWF), to implement the project entitled ‘Grassroots Reachout & Networking in 

Rajasthan through Consumer Action’ (GRANIRCA) in 12 districts of Rajasthan. The 

purpose of this project is to enhance strong consumer movement at the grassroots in seven 

divisions of the State by ensuring an enabling environment, for protecting consumer 

interests, which, in turn, would contribute to national interest. 

The objective of the project is to generate a more capable consumer, by equipping him with 

knowledge and skills to build up proactive grassroots activists, through intensive training, 

capacity building and orientation programmes on consumer protection issues, to create an 

enabling environment at the grassroots. 

The project is for a period of three years, i.e., January 2010 to December 2012, covering all 

seven divisions of Rajasthan, comprising 12 districts, namely, Tonk, Chittorgarh, Kota, 

Bundi, Alwar, Banswara, Jodhpur, Jalore, Churu, Sikar, Dholpur and Dausa. The districts 

have been highlighted in the map below:  

 

GRANIRCA project areas 
are highlighted. 
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2. Introduction 

Under the project, two public interface meetings (PIMs) are required to be conducted 

annually in each of the 12 project districts. Thus, total 24 PIMs in the first year were 

conducted. It has been decided to conduct the PIMs in 2 phases.  In the first phase, 12 PIMs 

were conducted in 12 districts of Rajasthan.  

 

In the second phase, again 24 PIMs were conducted within the budgetary framework to 

propagate the rights and responsibilities of consumers at the grassroots and also to initiate a 

dialogue with the people, between the people and redressal agencies and among the buyers 

and sellers. The highlight of the second phase was that it went down the line, i.e., from 

district headquarters to few selected blocks of respective districts.  

 
3.1. Objectives of PIM 

The overall objectives of the PIM were to: 
 

1. Raise consumer awareness at the grassroots, by strengthening the capacity of net-

workers in the selected blocks of respective districts in Rajasthan;  

2. Build a strong consumer movement at the grassroots level in Rajasthan; 

3. Establish a contact institution in projected district to guide and motivate buyers as 

well as sellers for developing faith in judiciary and administrative system;  

4. To share the existing appropriate mechanisms for exchange of information on 

measures of consumer protection, nationally and regionally; 

5. Empowering the urban and rural populations to make informed choices and thereby 

protect their health and safety and get more value for money; 

6. To obtain feedback from the people about the existing redressal mechanism 

condition, environment and accessibility; and 

7. The overall purpose of this second round PIM was to raise the level of awareness 

and voice of consumer rights further at the lower level, so that people become aware 

of their rights as consumers and also become aware of the available redressal 

mechanism under the existing law. 

3.2. Date and Place of PIM 

As per feedback from the 1st Phase, the PIMs in the second phase were conducted at 

the block level, making it convenient for the participants as well as resource people. To 

commemorate the National Consumer Day on December 24, 2010, the project team 

conducted a few more public interfaces in the project districts during the week. 

Local authorities, like the District Supply Officer (DSO) office, officers from other 
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link departments and the District Consumer Forums, cooperated with the district 

partners and actively participated in the programmes. The details of the venue, 

along with the date of the meeting, are contained in Table 1. 

Table 1 

S. 
No. 

PIM 
Event 

District 

Event/Block 
Date 

I 

Event/Block 
Date 

II 

Event/Block 
Date 
III 

Participant’s 
Number 

1 Dausa 
Mahwa  

Sept. 28, 2010 
Dausa  

Oct. 05, 2010 
Dausa 

Dec.30, 2010 
185 

2 Chittorgarh 
Bhupalsagar 
Sept. 26, 2010 

Dungla  
Sept. 27, 2010 

Rashmi 
Dec.26, 2010 

138 

3 Alwar 
Ramgarh  

Sept. 22, 2010 
Umren  

Sept. 30, 2010 
Alwar 

Dec.24. 2010 
112 

4 Banswara 
Talwada  

Oct. 6, 2010 
Gadhi Partapur 
Oct. 8, 2010 

Partapur 
Dec.24, 2010 

93 

5 Sikar 
Laxmangarh 
Sept. 25, 2010 

Peeprali  
Sept. 28, 2010 

Ringus 
Dec.23, 2010 

145 

6 Jodhpur 
Phalodi  

Sept. 30, 2010 
Mandhor 

Oct. 2, 2010 

Jodhpur 
Dec.24, 2010 

 
135 

7 Churu 
Ratangarh 

Oct. 06, 2010 
Taranagar 

Oct. 09, 2010 
Churu 

Dec.24, 2010 
123 

8 Jalore 
Jaswantpura 
Sept. 22, 2010 

Ahore  
Sept. 26, 2010  

 
100 

9 Bundi 
Talera  

Oct. 6, 2010  
Hindoli  

Oct. 9, 2010  
 

67 

10 Kota 
Sultanpur  

Oct. 5, 2010 

Kota  
Oct. 7, 2010 

Ladpura 
Dec.24, 2010 

103 

11 Tonk 
Uniara  

Sept. 29, 2010  
Deoli  

Oct. 6, 2010 
Niwai 

Dec.24, 2010 
104 

12 Dholpur 
Baseri  

Sept. 26, 2010  
Bari 

Sept. 30, 2010 

Dholpur, 
Sapauw and 

Mani 
Dec.25, Dec.31, 
2010 & Jan.02, 

2011 

226 

Total 1531 
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3.4. Participation and Representation 

Phase II of the PIM was conducted at two blocks of respective project districts. As per 

the guidelines sent by the project team, the district partner conducted these public 

interface meetings. Print as well as electronic media actively participated and gave wide 

coverage to the programme. Locally available resource persons connected with 

government line departments, advocates, members of legislative assembly (MLA), 

panchayat representatives and consumer activists were involved, apart from the District 

Partners. A total of 1531 participants attended the 24 PIMs in this phase.  

3.5. Agenda 

The project team provided a detailed outline of the agenda of the meeting to give a sense 

of purpose and direction to the meeting. It was framed to maximise the utilisation of 

time and resources involved in the meeting. The agenda followed in all the PIMs was as 

mentioned below:  

 

Activities and Dialogue  Person 

Welcome By District Partner 

Introduction about project and background District Partner 

- Consumer’s rights 

- Existing redressal mechanism 

- Other related issues 

District Partner 

Introduction to Consumer and Protection Aura  
Collector, President/Member 
Consumer Forum, District 
Supply Officer, Zila Pramukh 

Address on 

- Departmental information pertaining to consumers 

- Provisions and responsibility of department  

- Schemes and programmes of department for 
consumer protection 

- Action taken to prevent abuse of consumer rights 

District Supply Officer, Chief 
Health and Medical Officer, 
Weight and Measures 
Department, District Consumer 
Forum 

Open discussion  
Participants, Resource Persons 
and District Partner 

Vote of thanks District Partner 

Refreshments/Lunch 
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4. Structure of the PIMs 

As proposed by the district 

partner (DP), meeting proceeded 

on time. Accordingly, the DP 

was responsible for registration 

of participants, commencing the 

meeting, introducing the 

resource persons and the project 

team.  

Resource kits were handed over to participants at the time of registration, which contain 

contact information about the DSO, the District Consumer Forum and information about 

the project and study materials.  

Resource persons, representing various departments, local common people, conumer 

activists and local CSOs were also invited to attend the PIM. The motive to invite different 

stakeholders was to view the ongoing process, present status and systemic consumer 

problems and also to receive valuable suggestions. At the same time in open session, the 

department authorities to answered the queries raised by the participants.  

5. Methodology 

5.1 Resource materials; 

5.2 Resource persons speech; and 

5.3 Group discussions. 

5.4 The programme was conducted independently by the district partners. 

 

6 Proceedings of the Meeting 

6.1 Welcome Session 

The District Partner welcomed 

the participants and 

representatives for giving their 

valuable time. In the beginning, 

the District Partner informed the 

participants of the agenda set for 

the day. DP told the overall 

consumer arena in the district and 

the emerging situations under 
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consumer protection. 

6.2. Background and Introduction about the Project 

Initiating the meeting, the District 

Partner talked about the 

organisation’s association with 

CUTS and the Department of 

Consumer Affairs, GoI, for 

strengthening and uplifting of 

consumer’s rights. He mentioned 

the GRANIRCA activities, which 

will further build a network of 

activists to take care of consumer 

at rural and urban area.  

The District Partner in his introductory remarks talked about the existing rules and the 

redressal body. He also talked about the close association of the six departments in 

safeguarding consumer interests the at district level, which are the District Consumer 

Forum, the Collectors Office, the District Supply Officer, the Chief Health and Medical 

Officer, the Weights and Measures Department.  

• Consumer Rights 

The session was focused on consumer rights provided under the Consumer Protection Act 

1986 and other laws. The role of various departments working at the district/block level   to 

safeguard different aspects of consumer interests and to ensure healthy, safe, transparent, 

accountable and respectable life of consumers. The departments are as under:  

1. Weights and Measures Department; 

2. District Supply Officer; 

3. Chief Health and Medical Officer; 

4. Drug Inspector; and 

5. Legal Metrology Department. 
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• Existing Redressal Mechanism  

The district partner 

informed the participants 

that the District Consumer 

Forum is one of the 

inexpensive and consumer-

friendly redressal institution 

situated at the district head 

office of each the districts. 

He further talked about the 

methodology for grievance 

redressal i.e. fee levied, 

writing the complaints and supporting/proof required for inexpensive and speedy redressal 

of complaints. The District Partner also emphasised on the responsibility of the consumer to 

ensure consumer’s rights. In addition to the simulation exercise, the Partner also said the 

consumer forum is authorised to order removal/replacement of defects/deficiencies in 

goods and services, refund of price paid, compensation for loss/injury suffered, 

discontinuation of unfair/restrictive trade practice, withdrawal of hazardous or unsafe goods 

or award of adequate cost to the parties, etc. 

Apart from the District Forum, there are several other forums to redress the grievances of 

consumers in different sectors like electricity, telecom, insurance, banking, etc., the 

participants were informed by the resource persons, based on the training manual prepared 

under GRANIRCA.  

7 Open Session  

At every block, participants enthusiastically participated in the programme resulting 

enumerates queries and doubts under open session. Most of the issues were related with the 

whereabouts of the different redressal bodies in government departments (electricity, water, 

telecommunication, PDS, etc.), irresponsive attitude of the authorities, delay and non-

availability of bills/support from local vendors.  

 

8 Future Strategies 

The participants were informed of the existence of Complaints Handling, Information and 

Advisory Services (CHIAS) at office of the District Partner. Partner informed  the 

participants to get support and guidance on consumers’ issue through the operation CHIAS 

either through visiting the office or vide postage/phone. 
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The District Partner also made an appeal to the participants to spread the message down the 

line for making the movement more vibrant, through participation of more people. 

 

9 Closing Session  

In the closing session, the participants were asked to provide their feedback and suggestions 

about the meeting and mention the systemic problems prevailing.  

 

10. Highlights 

i. Overwhelming participation from media, youth, and panchayat representatives;  

 

11. Recommendations 

a. Expansion of consumer forum at sub-district level from approachability aspect.  

b. Conducting refresher meetings of PRI and line departments at regular intervals and 

c. Continuous conducting of PIMs and expanding it at village level. 
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Media Coverage: 
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Few Glimpses Photographs 

 


