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Introduction and Background 

CUTS is an Indian origin international NGO, established in 1983, having its headquarters in Jaipur 

(Rajasthan), pursuing social justice and economic equity within and across borders.  

 
The Indian Consumer Protection Act (1986) completed 25 years of coming into force on December 

24, 2011. In this background, CUTS conceptualised a proposal well in advance, submitted, discussed 

and finalised it with the Department of Consumer Affairs, Government of India. The Memorandum 

of Understanding was formally signed with the Department of Consumer Affairs, on November 04, 

2011 to implement the project entitled „Indian Consumers in the New Age: A Forward Looking 

Agenda to Address the Concerns of the Common People‟ (ConsumersUp) for a period of 12 months. 

 
For more details please visit: http://www.cuts-international.org/CART/ConsumersUp/  
 
The key activity of the project is to bring out a credible report on the State of the Indian 

Consumers Report 2012. The report will have chapters on each of the consumer rights, consisting 

of an analysis of the state of implementation of the consumer rights based on a comprehensive 

literature review and findings of a comprehensive field research, based on a quantitative and 

qualitative sample survey covering 19 states and 3 union territories.  

 
CUTS followed a hybrid approach for research methodology. Based on the findings of the state of 

the consumers, CUTS will present a forward-looking outline to the Department of Consumer 

Affairs, state consumer departments, and other line ministries/departments (of the central and state 

governments) and will advocate to act upon the state of consumers report which will be released in a 

National Conclave in Delhi in October 2012. 

 
The project is being implemented in the four states; namely Haryana, Tripura, Jharkhand, and 

Karnataka but for the research purpose, an additional  3 Union Territories (Chandigarh, Delhi and 

Pondicherry) and 15 states have been selected (Kerala, Andhra Pradesh, Madhya Pradesh, Bihar, 

Chhattisgarh, Goa, Gujarat, Maharashtra, Orissa, Punjab, Rajasthan, Tamil Nadu, Uttar Pradesh, Uttarakhand 

and West Bengal).  

Project Objectives  

 Long-term Objective: “To create an enabling environment for protection and promotion 

of consumer interest contributing towards the national interest” 

 Immediate Objective: “To bring out thematic report on the „State of the Indian Consumer‟ 

and to enhance the knowledge of the Civil Society Organisations (CSOs) working on 

consumer issues in 4 identified states in India with the facts and information on the concerns 

of the common people and on new generation consumer issues, with the aim to strengthen 

and take the Indian consumer movement forward. 

 
  

http://www.cuts-international.org/CART/ConsumersUp/
http://en.wikipedia.org/wiki/Uttarakhand
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The programme objectives are as follows: 

 Research: To conduct comprehensive thematic research on the state of the Indian 
Consumers and come up with a credible report  

 Advocacy: To advocate with relevant stakeholders on the consumer issues emerging out of 
the research with the help of network of consumer organisations  

 Networking: To mobilse consumer organisations and networking at regional and national 
level for coordinated action on issues affecting common consumers  

 Knowledge Enhancing: To equip the consumer organisations with knowledge and skills to 
handle emerging and relevant new generation consumer issues woven around basic needs, to 
ensure improvement in service delivery and to play the watchdog role in their respective 
states. 

 
About Regional Consultations 
As mentioned above, the project involves field research to assess the extent of realisation of 

consumer rights and to bring out „State of the Indian Consumer Report 2012’. The field research 

incorporates 11,500 responses received from 88 districts of 19 states and 3 union territories. The 

respondents belong to diverse education and financial status, rural and urban divide and literacy rate. 

Apart from common consumers, responses of service providers, consumer organisations, consumer 

fora and government agencies/authorities related to consumer issues were collected under the 

research.  

 
The main purpose of the regional meeting was to disseminate the preliminary findings from the field 

research and to get feedback from various stakeholders such as representatives of State Department 

of Consumer Affairs, consumer organisations, consumer redressal bodies, policymakers, media, 

academia etc.  

 
In the state of Haryana, the project is being implemented in collaboration with Citizens Awareness 
Group (CAG), Chandigarh. 
 
Objective of the Regional Consultation 
The main objective of the regional consultation was to disseminate the preliminary findings from the 

field research and to get feedback from various stakeholders such as representatives of State 

Department of Consumer Affairs, consumer organisations, consumer redressal bodies, policy 

makers, media, academia etc. Apart from dissemination of preliminary research findings, 

consultation will serve the purpose of advocacy with policymakers on region-specific consumer 

issues emerging out of research. 

Key Speakers 
Prominent key speakers attended the Regional Consultation at Chandigarh on August 22, 2012 were 

Mittal, Joint Director, Department of Civil Supply Consumer Affairs, Government of Haryana; 

Madhu P Singh, President Consumer Forum, Faridkot; Anant Sharma Secretary, CAINS, Jaipur; 

Charanjeet Singh, Managing Director, Core Communication, Chandigarh: Vijay Acharya, President 

& Director General, Bharat Jyoti, Lucknow; Surinder Verma Chairman, CAG, Chandigarh and  

George Cheriyan, Director, CUTS, and Amarjeet Singh, Project Coordinator, CUTS Jaipur. 
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Participants 
More than 108 participants from the Department of Consumer Affairs, representatives from 

consumer redressal bodies, consumer organisations, institutes, consumer activists, media 

representatives, NGOs, project team, etc. were present. Participants fairly represented Punjab, 

Haryana, Delhi and other nearby states Rajasthan and Uttar Pradesh.  

Inaugural cum Dissemination 
The consultation began with the welcome remarks by Surinder Verma, Chairman, CAG. He thanked 

CUTS for selecting CAG as one of the 

auspicious project partner in implementing 

the tasks at Haryana. He briefly explained 

the current status of consumers in Haryana. 

He shed light on the interventions by CUTS 

and its outreach. He welcomed the Chief 

Guest, the Guest of Honour and the 

participants illustrating the need for the 

dissemination and how the issue is of 

extreme importance in the growing context 

of the society. Lighting of lamp was done by 

the guests and speakers.   

Opening Address  
George Cheriyan, Director, CUTS informed the participants that The Indian Consumer Protection 

Act (1986) completed 25 years of coming into force on December 24, 2011. Taking into 

consideration this aspect, Consumer Unity and Trust Services (CUTS) conceptualised a proposal 

well in advance, submitted, discussed and finalised it with the Department of Consumer Affairs, 

Government of India. The Memorandum 

of Understanding was formally signed with 

the Department of Consumer Affairs, on 

November 04, 2011 to implement the 

project entitled „Indian Consumers in the 

New Age: A Forward Looking Agenda to 

Address the Concerns of the Common 

People‟ (ConsumersUp) lasting for a 

period of 12 months.  

The key activity of the project is to bring 

out a credible report on the State of the 

Indian Consumers. The report will have 

chapters on each of the consumer rights, consisting of an analysis of the state of implementation of 

the consumer rights based on a comprehensive literature review and findings of a comprehensive 

field research, based on a quantitative and qualitative sample survey covering 19 states and 3 union 

territories.  

CUTS will follow a hybrid approach for research methodology. Based on the findings of the state of 

the consumers, CUTS will present a forward looking outline to the Department of Consumer 

Affairs, state consumer departments, and other line ministries/departments (of the Central and state 
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governments) and will advocate to act upon the state of the consumers. The final report is expected 

to be ready and to be released at National Conclave in New Delhi on October 11, 2012. 

Talking about the key findings of the research he mentioned that in India only 20 percent 

consumers are aware of the Consumer Protection Act even after 25 years of its enactment, and with 

regard to consumer rights, it is just 42 percent. In Haryana only 14 percent respondents are aware of 

the COPRA, which is less than Punjab and Chandigarh. He mentioned that people in Haryana 

usually avoid filing complaints whether it is FPS/PDS or related to any other services/products, 

which is similar to the national trend was mentioned by George Cherian.  

Key findings from the Research  
Amarjeet Singh, Project Coordinator, CUTS made a brief presentation of the key findings from the 

survey. He began by giving a rough sketch of the research methodology. For the purpose of this 

study, 11,499 (53 percent male and 47 percent female) consumers were surveyed following a 

stratified multi-stage sampling approach in 88 districts, spread across 19 states and 3 union 

territories of India. Also the Population Proportionate Sampling (PPS) methodology was used to 

draw a sample representative of the state‟s population. Some other factors like geographical spread, 

literacy rates of districts etc. were taken into account in stratifying the sample.  

Elaborating the findings of the research in Haryana, Amarjeet informed that the sample size covered 

in Haryana is 255 comprising of 35 percent (urban), 65 percent (rural), Below poverty line (14 

percent), above poverty line (86 percent), male (53 percent), female (47 percent) in the districts of 

Faridabad, Mewat, Panchkula and Panipath. Some of the Key Top line findings are:  

5 percent of the respondents from Haryana are using public distribution system (PDS) as a preferred 

source for food grains. Close to 51 percent meet their drinking water demand through public water 

supply. About 82 and 04 percent are using private toilets and community toilets respectively. About 

25 percent consumers receive on an average more than 20 hours of electricity supply a day and only 

23 percent are aware of the electricity regulator. 45 percent of the respondents use LPG and 45 

percent wood as the fuel for cooking. 56 percent of the respondents send their children to 

government schools and almost 95 percent believe that access to education has increased due to 

Right to Education (RTE). Above 

60 percent respondents have rated 

healthcare facility as “fair” but 

according to 62 percent generic 

medicines are not available easily. 

Only 20 percent are fully satisfied 

with the Government‟s effort to 

ensure adequacy, accessibility and 

affordability of basic needs. 

ISI is the most known certification 

referred by 53 percent respondent 

followed by ISO (09 percent) 

while making a purchase. 

About 77 percent respondents always check weight/quantity of product before purchasing, 41 

percent respondents always check price of the product before making a purchase. RBI is the most 
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common name recognised by 50 percent respondents followed by IRDA (33 percent), only 32 

percent are aware about TRAI. 
 

Unknown to alternative product/services 41 percent, cost of alternative product/service 20 percent, cost of 

transaction fee 18 percent, access time 11 percent, are the four main barriers in choosing alternative 

product/services. 
 

Around 83 percent and 3 percent respondents are aware that seller and consumer forum is first 

point of contact respectively for grievance reporting, but 92 percent respondents have never actually 

made a formal complaint, while 7 percent respondents have registered their grievance with the seller. 

None of the respondents have approached consumer forums for grievance redressal. 
 

Only 14 percent respondents are satisfied 

with the present grievance redressal 

mechanism. 44 and 42 percent are unaware 

of the internal and external redressal 

mechanism respectively. It has also come 

out that process of redressal system is not 

easy. The aggrieved consumer not satisfied 

by judgment has approached further are 

only 18 percent only out of 75 percent. 

Only 27 percent believe that the external 

redressal mechanism is independent and 

accountable. Only 25 percent believe that the present grievance redressal mechanism is empowered to 

compensate aggrieved consumer.  
 

Around 14 percent respondents are aware about COPRA 1986 and 42 percent are aware of 

consumer rights and 81 percent are aware of Jago Grahak Jago Campaign. 
 

Only 23 percent are aware of the process of public consultation or consumer representation in 

government platforms and only 14 percent participated in such consultation. Lack of interest among 

people (11 percent) is the most important reason followed by lack of awareness (80 percent) for not 

participating in such event. 
 

Only 13 percent respondents are aware of the environmental friendly certifications and initiatives. 16 

percent of the respondents who know about such products always tend to buy such products, while 

56 percent of respondents who know about such products and are willing to pay some extra money 

to buy such products. 

 

After the presentation, participants shared some comments/observations which were probably not 

questions related to the survey findings. Apart from this there were observations like the sampling 

size not sufficient and the survey findings were not based on the sampling classification done 

initially. Participants other than Haryana were keen to know the status of their respective states. 

After resolving most of the queries, the presenter replied that the survey report will have the 

findings based on sampling classifications.  
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Special Address 
N.K. Mittal, Deputy Director, Haryana Food and Supplies Department, Govt. of Haryana apologies 

on behalf of the state minister for his inability to participate in the workshop because of unhealthy 

condition. On behalf of minister he told that we should appreciate the efforts taken by CUTS. The 

work done will be carry forwarded by the department to ensure consumer‟s rights. 

 

In his speech, he accepted that the findings are true and reviling. For long time consumer 

organisations are working on several consumer issues at different levels but the desired results have 

yet not materialised. Various reasons are involved which includes unawareness among people, 

livelihood is more important and above all officials responsible for delivery of services are not 

responsive and prompt.  

N.K. Mittal, Deputy Director, Haryana 
Food and Supplies Department, Govt. 
of Haryana announces the setup of 
'State Consumer Helpline' in Haryana 
soon on the pattern of National 
Consumer Helpline to make the 
consumers aware of their rights and to 
redress their grievances promptly along 
with setting Consumer Advice Center 
in each district of the Haryana. Mittal 
said that the 'State Consumer Helpline' 
a toll free helpline would be set up at 
the head-quarter of Haryana Food and 
Supplies Department, Chandigarh. The 

consumers from any part of the State could contact this helpline in case of any grievances. Trained 
staff of this helpline would not only guide the consumers properly for the redressal of their 
grievances but also educate them about their rights. Mittal said that Consumer Advice Centers which 
were in the final stages of implementation would give thrust to the consumer awareness campaign of 
the State Government.  
 

Further he told about the various activities being carried out by the State Government regarding 

consumer awareness besides strengthening of PDS system. 
 

Panel Discussion: As per the agenda annexed George Cheriyan, Director CUTS moderated the 
sessions, which are as under: 
During the panel discussion, mainly Madhu P. Singh President Consumer Forum, Faridkot 

highlighted the lack of will and unawareness 

among common people is the sole cause in 

not approaching the consumer forum. She 

emphasised NGO to create a pool of activists 

to deal with the unfair market forces. Her 

presentation touched upon the consumer 

protection Act, 1986 that ensure the right to 

be protected against the marketing of goods 

and services which are hazardous to life and 

property. She pointed out the indolent attitude 

of consumers which making any payments and 

above all consumer do not take action on cheating. She accepted that the findings appeared are 
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authentic because being the member of District Consumer Forum, I myself face that hardly one case is 

field in a day say 30 cases in a month.  

Anant Sharma told the findings are true and produce the ground reality of consumers in India. 

Above 50 crore people in India are aware of CPA, 33 percent of the cases are resolved in speculated 

time, 83 percent of the members of forum, state and national commission feel the redressal system 

is empowered enough are the appreciating figures, whereas his calculation reveals that our of ten 

thousand people only one person lodge complaint in a year which is far less in context with 

population shows the regime of consumer protection. The figures of filing complaints are of the 

advocates submitting complaint on behalf of consumers. His findings reveal the delayed judgement 

of State Commission and District Forums, taking more than 15 years is against the vision of 

Consumer Protection Act. Rural people especially the farmers, marginalised, labourer and poverty 

driven people are not benefited by the COPRA even after 25 years. The adverse situation is because 

of the people‟s non participation. Today there is a need to run a national wide campaign with the 

strong network of NGOs so that 

people should come forward to submit 

the complaints.  

 

Anant Sharma, Secretary, CANS, 

Jaipur criticised the delay caused by 

Haryana government in establishing a 

consumer help line. On another hand 

he also mentioned that consumer 

forums are penalising the traders for 

the namesake, which is demoralising 

consumer and making the traders 

terror free from the rule of law. 

Regarding poor performance of awareness and antipathy of people on 

regulators/acts/departments/rights which emerged in key findings, his opinion was positive because 

besides the diverse nature of states and people and above all the political will and delayed responses 

of department still people are coming forward in comparison with previous years. He pointed out 

that lack of literature is one of the biggest concerns for common people. Central government 

publications have been stopped; therefore state government in consultation with local NGO should 

bring out informative publications. Simultaneously, stopping the habits of political appointments at 

District/State redressal body was his suggestion.  

 

Charanjeet Singh, Managing Director, Core Communication, Chandigarh told that NGOs 

approaching to media is not in a professional way. He told that the findings emerged is because of 

media‟s isolation from the issues or they have never been informed about the happening in 

consumer protection field. NGOs should establish partnership with media and have the feeling of 

“Working with Media”. Using media to propagate the success stories in brief should be bringing 

forward by the local NGO. In his opinion, media can play pivot role in increase awareness and 
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sensitising masses, if properly approached. Further, he elaborated the methods and tools for 

establishing linkages with media houses. 

 
Whereas, Vijay Acharya, Lukhnow provided their feedback and suggestions on the research findings 

that still the biggest challenge is lack of awareness among people about their rights and 

responsibilities. His ample focus was on focusing more on rural area and instead of lodging 

complaint in forums the matter should be 

resolved by the help line so wastage of time 

and resource may not occur. Only those 

complaints should come to forum where 

aggrieved consumer is not satisfied or the 

opposite party is not considering the 

grievance. He recommended that a place 

should be provided to NGOs at District 

Forum, State & National Commission and 

even at bar councils, revival/formation of 

Consumer Clubs and State/District Consumer 

Protection Council. At the end he thanked CUTS & CAG for organising the wonderful event and 

providing the opportunity to interact with huge people belonging to different regions.  

 

Open Discussion: The major issues emerged during the open discussion are as under: 

1. The compensation granted by the district forum/state commissions are very less in context 
with the time taken, travel and fulfilling the legitimacy, therefore people hesitate to lodge 
complaint and try to resolve the matter with the vendors. 

2. Involving youths in the consumer movement campaign not only as voluntarily but also by 
providing jobs, which will facelift the entire campaign from a senior citizen level to common 
men, which will make consumer 
movement a common man 
movement. 

3. Government officials responsible 
for creating awareness campaigns 
have no the time to due to other 
works related with food & civil 
supplies work.  

4. Formation of advisory information 
centres at public places so that 
consumers get proper guidance and 
suggestions to increase  

5. Apart from celebration of 25 December & 15 March, department of consumer affairs have 
no other public work on to do list.  

6. Allocation of funds for awareness generation are not utilised properly even at some districts 
funds remain unutilised for several years.  

7. Members selected at Consumer Protection Councils belong to business groups which create 
hindrances in enforcement of CPA. Further for years not meeting is being held for months 
and years, which is reflected in the findings as low level of awareness and inactiveness 
towards CPA. 
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Announcement: 

1. In context with formation of network Amarjeet Singh announced that CUTS is having an e-

network group on yahoo and those wish to be part of the network should provide their 

email to keep the interaction on.  

2. Parliamentary Committee has called for advice, suggestion, input for amendments in 

Consumer Protection Act. 

 
Vote of Thanks: 

Arjun Kant Jha told that the consultation 

was attended by about 110 participants 

comprising of consumer originations, 

regulatory authorities, policy maker, and 

media from Haryana, Chandigarh, Delhi, 

Uttar Pradesh, Rajasthan and Punjab who 

provided their inputs on the study 

findings. The inputs will be incorporated 

in the State of the Indian Consumer 

Report to be brought out as the main 

output of the project. With this he 

concluded his vote of thanks to all participants.   

 

Recommendations: Few of the recommendations emerged in the regional consultation are under: 

1. Separate independent autonomous consumers department should be formed at each district 

to deal only with consumer issues. 

2. Increase in compensation granted by the district forum/state commissions in context with 

the time taken, travel and in fulfilling the legitimacy. 

3. Involving youths in the consumer movement campaign not only voluntarily but also by 

providing jobs, which will facelift the entire campaign from a senior citizen level to common 

men. 

4. Selection of members at forum/councils should be fair and political appointments should be 

debarred. 

5. Appearances of advocates in consumer forum have made process more time taking so it 

should be discouraged.  

6. Formation of network for sharing and supporting each-others. 
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Annexure 1 

“Indian Consumers in the New Age: A Forward Looking Agenda to Address the Concerns of 
the Common People” (ConsumersUp) 

Regional Consultation on Consumer Issues - Chandigarh 

August 22, 2012 
Tentative Programme Schedule 

 

10.00 am Arrival & Registration  CPA & CUTS team 

10.30 am 

Inaugural cum Dissemination 

Welcome & introduction 
Surinder Verma 

President, CAG, Chandigarh 

Opening Address  
George Cheriyan 

Director, CUTS International 

Presentation of Key Findings  
Amarjeet Singh 

Project Coordinator, CUTS 

Address by Chief Guest 

Shri . Mahender Partap  
Hon’ble Minister for Consumer Affairs, 

Food & Civil Supplies, Government of 
Haryana 

Responses by few selected 
stakeholder representatives 

Official, DoCA  

11.30 am Tea Break 

12.00 noon 

Panel Discussion 

Topic:  
“25 Years of Consumer Protection 
Act in India: State of Realising the 
Consumer Rights & the Way 
Forward” 
 
 
Chair: Mr. Geogre Cheriyan, 
Director, CUTS 

Panellists (10 minutes each) 
1. Mrs. Madhu P. Singh, President, 

District Forum, Faridkot, Punjab 

2. Mr. Anant Sharma, Secretary, CANS, 
Jaipur 

3. Mr. Charanjeet Singh, Managing 

Director, Core Communication, 

Chandigarh  

4. Mr. Vijay Acharya, President & Director 
General, Bharat Jyoti, Lucknow 

12.50 pm Open Discussion on Key findings 

1.55 pm Vote of thanks  
Arjun Kant Jha,  

Project Officer, CUTS 

2.00 pm Lunch & Departure 
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