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1. About the Project

Lack of consumer’s access to adequate information, improper understanding about the redressal
mechanism/procedure as well as other socio-economic vulnerabilities of individuals and
households are the reasons that the under-privileged classes are not getting justice.

To address the problem, 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 the strong consumer movement at the grassroots in seven divisions of the
State by ensuring an enabling environment for protecting consumer interests, which will, in turn,
contribute to national interest.

2. Specific Objective

The objective of the project is to build a strong consumer movement by equipping consumer
activists with skills and creating zealous grassroots activists through intensive training, capacity
building and orientation programmes on consumer protection issues. More information about the
project activities can be viewed at www.cutsinternational.org/ CART/ GRANIRCA/ index.bim

3. Project Activities

State launch-cum-orientation of district partners;

e Research activities that include identification of NGOs, diagnostic survey of consumer
protection, needs assessment, field study, data collection, compilation/analysis of relevant
consumer issues;

e Public interfaces and outreach meetings on consumer issues;
e District-level training workshops in each of the 12 districts;

e State feedback roundtables to share the learning from various districts and build and strengthen
the network;

e Media sensitisation workshops in each of the 12 districts and at the state level;

e Advocacy with the government agencies in identified divisions and Central and state
governments;

e Complaints Handling and Information and Advisory Services (CHIAS) through a dedicated cell;
and

e DPublication of reports, briefing papers/newsletters and creation of a programme website and a
collective communication device for wider outreach.
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4. Duration and Coverage

The duration of the project was a period of
three years, from 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.

5. Expected Outcomes

o Empowerment: People will be assertive
consumers to uphold their rights and
fight for justice.

o Questioning Society: Civil society organisations (CSOs) will act as ““watchdogs”.
o Enforcement: Better service delivery areas and efficient redressal mechanism.

o Enabling Environment. Protecting consumer interests, which will ultimately create an enabling
environment for protecting the state interest.

o Good Governance: 1t will contribute to achieving the Millennium Development Goals (MDGs).

o Replicable Model: 1t will result in a model of empowering consumers through networking and thus
offer a model for further expansion in the identified districts and elsewhere.

6. Stakeholders Feedback Roundtable 2012

The key objective of conducting Roundtable Feedback in every year of the project period was to
consolidate and share the key learnings gained from various districts with stakeholders and to
identify the points for advocacy. The objective of this event was to critically review activities carried
out under the project during the past three years against the expected outcomes to consolidate the
outcome and finalise advocacy of GRANIRCA with the aim of replicating similar model in other
states as well.

7. Participation

Some of the prominent personalities participated in the meeting were P N Pandey, Joint Director,
Legal Metrology, Department of Industries, Government of Rajasthan; Liyagat Ali, Additional
District Supply Officer, Govt. of Rajasthan, D R Mathur, Electricity Ombudsman, Rajasthan;
Rajendra Bora, Senior Journalist, Dr. Ashok R Patil, Professor, Chair Consumer Law and Practice,
National Law school of India University, Bengaluru, Karnataka and Shiv Prasad Gude, Additional
Director, Bureau of Indian Standard (BIS). More than 92 representatives consisting of all the
stakeholders, which included representatives of CSOs, print and electronic media and the
government were present. Apart from this, twelve district project partners participated in the
roundtable feedback meeting. (Please refer Annexure- A for list of participants)




8. Proceedings

The workshop commenced with welcome
remarks by Deepak Saxena, Senior Project
Coordinator, CUTS CART in which he
welcomed the entire guests as well as the
participants. (For agenda please refer Annexure-
B)
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8.1 Introductory Speech

The introductory remarks were made by George Cheriyan, Director, CUTS International, and
Head, CUTS CART. He commenced by stating the objectives of the meeting and the systemic
issues that came across through the course of the implementation of GRANIRCA. He mentioned
that field research of the project in its final year 2012, focused on the findings of the state of the
consumer with respect to the electricity sector. The key issues that emerged from this research were
once again the lack of awareness and dissatisfaction levels with the process of grievance redressal
with as high as 68 percent.

Cheriyan stated that as a result of
advocacy under GRANIRCA the
issue of not constituting district
consumer protection councils
.| (DCPCs) was brought to the notice
‘Round Table M¢ . of the Chief Minister; as result the
~ State  Government  constituted
DCPCs in all the 33 districts of
Rajasthan. He further emphasised on
the need for constituting the State
Consumer Protection Council in
Rajasthan  and  separation  of
Consumer Affairs from the Food &
Civil Supplies Department in the
State as it is prevalent in states like Kerala in order for consumer issues to get the required attention.
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The biggest challenges before consumers in Rajasthan are the lack of awareness about consumer
protection laws and making the three-tier quasi-judicial consumer grievance redress forums
accessible and workable for rural consumers and extending it below the district level with an
increased role of Panchayati Raj Institutions.

8.2 Presentation on Overview of the Project and its Progress

Amarjeet Singh, Project coordinator gave a detailed presentation of the project including its key
findings. The course of the project involved three field research activities over the three years, 100
public interface and outreach meetings, 36 district level training workshops, 12 district level media
sensitisation workshops, two state level media consultations and three state level feedback
roundtable meetings. He elucidated on the output updates such as the maintenance of a dedicated




project webpage, publication of bi-monthly
newsletters, briefing papers, research and

reh) | advocacy documents, mid-term review, activity
Final State Leve! © & reports, annual progress and quartetly reports
Round Table | | and a bilingual training manual.
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Key achievements of the project
e constitution of DCPCs in all the 33
districts of Rajasthan

e filling up of vacant positions at district

consumer forums

e appointment of persons with legal experience as presidents of District Forum
e constitution of district level PDS vigilance committees in all 33 districts

e initiation of State Consumer Helpline by Rajasthan government

e creation of the network core group at project districts to sustain the project
9. Keynote Address

9.1 Rajendra Prasad Bora, Senior Journalist
and Advisory Member, CUTS CART
applauded the efforts of the organisation for
arriving at a logical conclusion towards the : ‘

end of the project. He also emphasised on AHAK  Round Table |
the formation of SCPC. December 20, 2012,

9.2 Ashok R Patil in his keynote address mentioned that Rajasthan ranks 18" in terms of awareness
on consumer rights among various states
in the country as per the report ‘State of
the Indian Consumer 2012’. He revealed
that only 0.3 percent of consumers have
ever filed complaints at various
consumer complaint forums across the
country. The basic reason behind this
was the delay in redressal mechanism.
Dr. Patil emphasised on the need to
involve the youth in initiatives around
awareness generation while highlighting
Supreme Court judgments on the
requirement of respecting the time frame
for disposal of cases and requisite
infrastructure at district forums. He also said that the similar project should be spread across other
districts of Rajasthan.
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10. Special Addresses

10.1 Liyaqat Ali, Additional DSO discussed “Shudh
Ke Liye Yudh Abhiyan’ — a campaign initiated by the
state government. He also asserted on the need for
creating consumer activists who generate pressure
on concerned authorities, as officers cannot go
outside the system. He also mentioned about the
formation of monitoring committee at different
levels to monitor the Public Distribution System
(PDS). At the same time, he also invited CUTS as
well as other consumer organisations present on
behalf of Lalit Mehra, Principal Secretary,
Department of Consumer Affairs, Food and Civil

—
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Supplies, Government of Rajasthan to participate in National Consumer Rights Day to be held on

December 24, 2012 by the state government.

10.2 P N Pandey emphasised on the need for citizens to combine awareness with informed action

and decision. He mentioned
that mass is unaware of their
rights, so they are being cheated.
He said that one should fight &
for his own rights rather than e
depending on others. He
asserted that the government
identifies its limits and thus
needs informed citizens to fill
the gap where the role of the
government ends. He expressed
his satisfaction and said that

Round Table
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covering 12 districts is a small step in creating awareness and CUTS should focus on the entire
district of Rajasthan. He also said that every citizen should come forward to make the society an

ideal society.

10.3 D R Mathur emphasised on the role and provisions of the electricity grievance redressal

mechanism  in  Rajasthan. He
encouraged the people to bring to the
notice of VVidyut Lokpal if the grievance
redressal time of three months is not
followed by the department. He said
that if there is any complaint regarding
high electricity bill, consumer can file
stay order of that particular bill and the
case will be solved within 60 days of
filing the complaint. Application should
be propetly typed and registration be
done within 60 days of bill received.




10.4 Shiv Prasad Gude elaborated on
the complaint mechanism, consumer
having the option of lodging a
complaint online or through hardcopy.
He also stressed on the importance of
billing procedure. He said that 70
percent of people are from rural areas
and are illiterate and unawatre of
consumer forum and their rights. They |
are also unaware of Citizen’s Charter.
He urged the people to file complaint
against any defects found in products
directly on the website of BIS or simply
writing an application on plain paper.
He assured that the BIS will take action against the manufacturer.

Final State Level Feedback
Round Table Meeting

December 20, 2012, Jaipur

11. Open Discussion

The floor was then made open for all participants and stakeholders to share their grievances as well
as recommendations. | D Saini of Jila Upbhokta Jagaran Samiti, Sikar placed some questions: why the
mobile labs run by the government
. department are closed and why there
;-.‘” " are urban charges on electricity bill. K
B Agrawal of Indian Institute of
Comparative Law, Jaipur expressed his
concern on whether consumers are
getting justice within the stipulated
time.

Hari Parasad Yogi of Consumer Legal
Help Society; Laxmi Saxena, an activist
from Jaipur, Govind Tailor of Sankalp
Sansthan, Ahore; N K Chobisa of Hind Seva Sansthan, Udaipur; Madan Goswami of CUTS CHD,
Chittorgarh; Rajendra Sen of Saarthi Sansthan, Surajgarhmanddi, Jhunjhunu also raised and voiced

their concerns on tackling various consumer-related grievances. Some of the suggestions and
recommendations, which emerged out from the discussions have been put forth as under:

e Redressal period mentioned in Consumer Protection Act needs to be strictly maintained
e Need for better infrastructure for district consumer forums
e Need to fill vacancies at district level consumer forum

e Appoint persons with required legal knowledge as President of district forum rather than
appointing retired judges

e Lawyer’s presence should be restricted or discouraged in consumer fora

e Need for well-equipped product testing labs at district level




e Need for increased inter-sectoral cooperation
e Constitution of a State Consumer Protection Council (SCPC)

e Proper training of the President and members of district forum on consumer protection law
and how to deal with the cases and dispose it timely and providing relief to the aggrieved
consumers

¢ Opening of consumer club

12. Vote of Thanks

Summing up all the proceedings, Dharmendra Chaturvedi, Project Officer, CUTS delivered vote of
to all the dignitaries, officials from state department, external evaluator and all the participants for
their active participation, their valuable inputs/suggestions and overall contribution for making the
meeting successful.

; than through Cons.s
Final State Leve!’
Round Table |

December 20, 2012,




Annexure A

List of Participants

State Level Feedback Round Table Meeting

December 20, 2012, Jaipur

S.No.

Name

Name & Address of the
Organiation

Mob./Ph.

Email

Anwar Ahmed
Khan

Oxford Shikshan
Prashikshan evam Vikas
Sansthan, Kota

9351499789

anwar.kotasw(@gmail.com

Heena Kausar

Oxford Shikshan
Prashikshan evam Vikas
Sansthan, Kota, Sati
Chabutara, Makbara Bazat,
Kota

9928988965

Bhavna Sharma

Oxford Shikshan
Prashikshan evam Vikas
Sansthan, Kota, 3-G-18,
Mahaveer Nagar- 111, Kota

8258487526

Firoz Khan

Oxford Shikshan
Prashikshan evam Vikas
Sansthan, Kota, 1-A-54,
Mahaveer Nagar Ext.,
Kota

9460175544

Sabir Ali

Oxford Shikshan
Prashikshan evam Vikas
Sansthan, Kota, Shahi
Jama Masjid, Kotari, Kota

7597282693

Shyam Lal Tailor

CUTS-CHD, Upbhokta
Soochna evam Paramarsh
Samiti, VP- Bhadsoda,
Tehsil- Bhadesar, Distt.-
Chittorgarh

9799244569

Dharam Veer
Singh

Samajik Vikas Samiti,
Basedi, Dholpur

8104681677

R D Verma

Kalpna Kalyan Society,
Dungarpur

9414218043

kalpsociety(@gmail.com

N K Choubisa

Hind Seva Sansthan, C- 5,
Hawa Magti, Udaipur

9413026631

nk-choubisa@yahoo.com

10

Om Prakash Garg

Consumer Action through
Rural Economic Society,
Jaisalmer

9660530948

dharasansthan(@gmail.com

11

Deepak Kumar
Sharma

K.B. Memorial Society,
Dausa

9784303256

dk-sharma@gmail.com

12

Shivendra Parmar

HBC News Channel, B-
491, Jagatpura, Jaipur

9928661939

13

Mahendra Ojha

Sankalp Sansthan, Ahore,
Dist.- Jalore

9414534193

14

K R Boss

Sankalp Sansthan, Ahore,
Dist.- Jalore

9828290688

kr-boss21(@yahoo.com
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Name & Address of the

S.No. Name Organiation Mob./Ph. Email
15 Govindji Tailor Sankalp Sansthan, Ahore, 9461254954 | _
Distt.- Jalore
16 Dinesh Paliwal Sandhya Jyoti Darpan, 9783114414 | dineshpaliwal08(@gmail.com
Jaipur
17 Amit Sirohiya Sandhya Jyoti Darpan, 9887038027 | amitsirohiva@gmail.com
Jaipur
18 Mahendra Kumar | Sankalp Sansthan, Ahore, 9414534193 | _
Ojha Dist.- Jalore
19 Liaqyat Ali Additional DSO, Jaipur 9414975943 | _
20 D R Mathur Eectricity Ombudsman, 9829192925 | rajombudsman@yahoo.in
Rajasthan
21 Hari Prasad Yogi Consumer Legal Help 9950161423 | _
Society, Sawai Madhopur
22 K B Agrawal Indian Institute of 2550814 | _
Comparative Law, Jaipur
23 Rajendra Bora Freelance Jouranalist, 9829051075 | _
Jaipur
24 Prof. Dr.) ] D Jila Upbhokta Jagaran 9414825248 | _
Saini Samiti, Sikar
25 Ritesh Pandey Rajmata Vijaya Raje 9462226499, | _
Scindia Educational Trust | 8104626499
26 Shiv Prasad Gude | Additional Director, BIS, 9166609200 | _
Jaipur
27 Namrata Saxena World Organisation, Jaipur 9610672172 | _
28 Kushal Bilala Enforcement Officer, 9772201548 | _
DSO, Rural, Jaipur
29 Abhishek BTV, Media 9571724222 | _
30 Sanjay Gautam Naya India 9828442883 | _
31 Shanti Devi Nama | MMM Shikshan Evam Jan 9166055358 | _
Seva Sansthan, Tonk
32 Rajni Kumawat Gramoday Vikas Sansthan 9680065076 | _
33 Ishwar Biwagi Hindustan Samachar, 7597892495 | hindustansamachatjaipur@gm
Jaipur ail.com
34 Shibha Singh I-India, DCM, Jaipur 9785137579 | _
35 Kishan Singh Nidaan Sanstha, Jodhpur 9135457745 | _
36 Tejveer Nidaan Sanstha, Jodhpur 3
Choudhary
37 Anita Sharma Guru Kripa Lok Seva 9785438194 | _
Sansthan, Satya Colony,
Heerapura, Jaipur
38 Brijesh Sharma Awareness Training and 9587571367, | atmangoll(@gmail.com
Motivation for Action 9413063961
(ATMA). Jagmalpura, Via-
Jobner, Jaipur
39 Hemlata Agnani Churiya Muriya Shiksha 9214574729 | h_agnani(@yahoo.com

Paryavaran evam Swasthya
Seva Sanstha, Bhilwara
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Name & Address of the

S.No. Name Organiation Mob./Ph. Email
40 Rajendra Sen Saarthi Sanstha, Surajgarh 9413220711 | rajendrasenl2@yahoo.com
Mandi, Dist- Jhunjhunu
41 Inder Kumar Manav Pragati Sansthan, 9414665855 | _
Meena Churu
42 Rajesh Manav Pragati Sansthan, 9414629544 | _
Churu
43 Sandeep Manav Pragati Sansthan, 9785211398
Churu
44 P N Pandey Joint Director, Legal 9414066520 | _
Metrology, Department of
Industries, Govt. of
Rajasthan
45 Praveen Soni Parishkar Sansthan, Jaipur 9414227765 | soni.praveen@yahoo.com
46 Deva Ram Nidaan Sanstha, Jodhpur 9414548099 | nidan@gmail.com
47 Sangeeta Garg Member, District 9351744499 | sangeetagarg02(@gmail.com
Consumer Protection
Council
48 Mukesh Sharma Jan Kalyan evam 9829872390 | msjkaps@gmail.com
Paryavaran Sansthan,
Sambhar Lake, Jaipur
49 Vishnu Kumar Upbhokta Suchna evam 9251535897 | _
Kumawt Paramarsh Samiti, VP-
Manpura, Dist.-
Chittorgarh
50 Binja Ram Bose Vasundhara Sewa Samiti, 9950309223 | bijbose.araba@gmail.com
Kalyanpur, Barmer
51 Pramod Kumar Mahila Hastshilp Samiti, 9782967798 | _
Kaushik Subhashpura, Bikaner
52 Poonam Gupta Vagad Vikas Sansthan, 9887011598 | _
3/16, Rati Talai, Banswara
53 Reena Dubey Vagad Vikas Sansthan, 9001764273 | _
3/16, Rati Talai, Banswara
54 Rajiya Rana Vagad Vikas Sansthan, 9799324390 | _
3/16, Rati Talai, Banswara
55 Dr. KM Sharma Pali Zila Jan Chetna Samiti, 9214152353 | _
Adarsh Nagar, Pali
56 Madan Giri CUTS Centre for Human 9829285938 | mgg(@cuts.org
Goswami Development, Chittorgarh
57 P S Mali Jyotiba Phule Shiksha 9414486601 | jpsss2006@yahoo.com
Sanchalan Samiti, Karauli
58 Rakesh Kumar Samajik Vikas Samiti, 9460646335
Parmar Basedi, Dholpur
59 Brij Mohan Garg Basedi, Dholpur 9414879179 | _
60 Rajendra Kumar Vil.- Garnara, P.- 8294885496

Sharma

Gudanathavatan, Dist.-
Bundi
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Name & Address of the

S.No. Name Organiation Mob./Ph. Email
61 Vikas Panchal GP- Gudanathavatan, 9610215656 | _
Dist.- Bundi
62 Kamlesh Bohra K.B. Memorial Society, 9414271208 | _
Dausa
63 Mahaveer Doi Bar Association, Dausa 9887204122 | _
64 Amit Soloman Social Participation among 9414379407 | sparsh.ngo@gmail.com
Rural People for
Sustainable Health,
Naseerabad, Dist. Ajmer
65 Laxmi Saxena VSO, Jaipur 2523774 | laxs2101(@gmail.com
66 Deepak Sharma Media 9352779494 | deepaksharma@yahoo.com
67 Lokesh Verma Goonj Sansthan, Jaipur 9829178497 | goonj lokesh@vahoo.com
68 Mukesh Sikhawal | Jila Upbhokta Jagaran 9928106349 | mukeshsikhwal@yahoo.com
Samiti, Sikar
69 Rahul Sharma Jila Upbhokta Jagaran 9460520619 | _
Samiti, Sikar
70 Ramesh Sharma Surbhi Lok Kalyan 9414558337
Sanstha, Tonk
71 Suwa Lal Chanda Public School, 9252536055 | _
Jaipur
72 Surendra Kumar Mansi Jan Kalyan Seva 9784592739, | mikssl(@gmail.com
Sharma Sansthan, Sri Ganganagar 7597824113
73 Smt. Sharda Sharda Manohar Mahila 9887194786
Vikas Samiti, Jhalawar
74 Shyam Sharma Arth Sanstha, Tonk 9214027584 | carthsantonk@gmail.com
76 Trilok Chand Bharti Vidya Mandir 8233104105
77 Sanjeev Srivastava | Shiv Shikshan Sansthan 9929781887,
9414889906
78 Akshay Ojha Nirala Rajasthan 7737238696 | akshva.ojha@yahoo.com
79 Mahesh Shrimali Rachna Sansthan, Saloda, 9828075441 | rachnasansthan.rajsamand@g
Rajasamand mail.com
80 Firoz Saifi Naya India, Media 9982096997 | jpt.nayaindia@gmail.com
81 Rekha Sharma Tirupati Seva Sansthan 9772760491 | tirupatiseva@gmail.com
82 Sushila Devi Shubham Mabhila 8890991173
Prashikshan Sansthan,
Alwar
83 Kishan Snehi Shubham Mahila 9928459181
Prashikshan Sansthan,
Alwar
84 George Cheriyan | CUTS, Jaipur sc(@cuts.org
85 Deepak Saxena CUTS CART, Jaipur ds(@cuts.org
86 Amarjeet Singh CUTS CART, Jaipur as7(@cuts.org
87 Dharmendra CUTS CART, Jaipur dc@cuts.org
Chaturvedi
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Name & Address of the

S.No. Name Organiation Mob./Ph. Email
88 Arjun Kant Jha CUTS CART, Jaipur akj@cuts.otg
89 Abhimanyu Singh | CUTS CART, Jaipur abs(@cuts.or
90 Jai Shree Soni CUTS CART, Jaipur 8559926355 | jss@cuts.org
91 Richa Sharma Intern, CUTS CART
92 Vamil Gaur Intern, CUTS CART

13
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Annexure B

Final State Level Feedback Roundtable Meeting

Jaipur, Rajasthan, December 20, 2012

PROGRAMME SCHEDULE
10.30-11.30 Registration and Tea
Welcome Deepak Saxena,
Senior Programme Coordinator,
CUTS CART
Opening Remarks George Cheriyan
Director,
CUTS International
Project Overview and activities Amarjeet Singh, Project Coordinator,
implemented during three years | CUTS CART
as output and achievements as
outcome
Keynote address Dr. Ashok Patil, Professor,
Consumer Law & Practice, National
Law School of India University,
Bangalore
Special Address Rajendra Prasad Bohra, Senior
Journalist and Advisory Member,
CUTSCART
Special Address P N Pandey, Joint Director, Legal
Metrology, Department of Industries,
Government of Rajasthan
Special Address Liyaqat Ali, Representative from
State Department of Consumer
Affairs
Special Address D R Mathur, Electricity Ombudsman
Special Address Shiv Prasad Gude, Bureau of Indian
Standards
13.00- 13.30 Responses by key stakeholders
and Vote of Thanks
Vote of thanks Dharmendra Chaturvedi, Project
Officer, CUTS CART
13.30 Lunch and Departure
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