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Background 

On January 08, 2010 CUTS signed an Memorandum of Understanding (MoU) for partnering 

with the Department of Consumer Affairs (DoCA) on a project entitled ‘Grassroots 

Reachout and Networking in Rajasthan through Consumer Action (GRANIRCA) 

with a objective to build a stronger consumer movement at the grassroots by way of 

equipping the consumer activists with skills and create a network of zealous grassroots 

activists through intensive training, capacity building and orientation programmes on 

relevant consumer protection issues to create an enabling environment at the grassroots in 

12 selected districts of Rajasthan. For more details, please visit: www.cuts-

international.org/cart/Granirca  

 

CUTS has been instrumental in enactment and strengthening of the dynamic Consumer 

Protection Act (COPRA), 1986. In 1998, as part of advocacy for a National Consumer 

Policy, CUTS prepared a draft through a consultative process and submitted to the DoCA, 

Government of India. 

 

Objective: 

During the year 2010, several grassroots activities were conducted in close coordination with 

respective district partners under the project. In each district large number of people 

representing different socio-economic aspects of society actively participated. 

 

The objective of the Feedback Roundtable was to consolidate and share the key learning gained 

from various districts with various stakeholders and to identify the points for advocacy. Another 

objective of the event was to critically review the activities carried out under the project for 

effective implementation of the project activities in the coming years. 

 

Participation 

More than 52 representatives of print and electronic media, judiciary, civil society organisations 

(CSOs) from Jaipur as well as 12 project district partners along with Members of Legislative 

Assembly (MLA) participated. 

 

Methodology 

1. Power Point Presentation: Brief information was provided about the activities conducted 

so far along with their expected outcomes.  

2. Resource Kit: Publications (newsletters, research report, training manual, brochure and 

informative pamphlets) were provided to participants, which provided detailed 

information of the activities and the project. 

3. Speech: Key experienced resource persons, representing various position in government 

body deliver there though based on experience. 



4. Open Discussion: Special session was allocated in the meeting for participants to provide 

their assessment on the activities conducted so far. 

 

Proceedings: (Please see the agenda) 

� The workshop commenced with the welcome remarks by George Cheriyan, 

Director, CUTS and Head, CUTS CART. He flagged off major issues, which 

emerged out of the one-year intervention of project. He shed light on various 

issues related to consumer protection in the state, such as non-existence or non-

functioning of consumer protection councils at the state and district level 

and delays in filling the vacancies in the consumer fora. He said, though these 

matters were brought to the notice of the state administration including the Chief 

Minister and the Minister for Consumer Affairs, no action has been taken so far 

to address the mentioned issues. He appreciated recent initiatives of the media to 

bring these issues to the kind notice of CM as an impact of the interaction in 

media workshop held under the project.   

  
Further he said that financial inclusion and financial consumer protection is 

going to be a major issue that consumers of the world would be facing in near 

future. He defined financial inclusion as 'the process of ensuring access to fair, secure and 

stable financial services and timely and adequate credit at an affordable cost for vulnerable 

sections'. He explained the problems faced by common consumers in availing 

financial services ranging from banking to insurance. Evidences of ground reality 

show that standards of financial services for consumers in India are far from 

satisfactory. Indian consumers still have no option other than to accept sub-

standard services or to remain excluded from them. Only 40 percent population 

in India is having own bank 

accounts and a mere two 

percent are using credit 

cards. Though 403 million 

people are using mobile 

phones, out of that 187 

million do not have a bank 

account. He underlined the 

need to use new 

technologies to provide access to financial services to the marginalised sections 

to financial services, and at the same time cautioned about the use of modern 

technology for financial fraud/cheating. Referring to the recent Micro-finance 

Institution (MFI) charging high interest rate issue in Andhra Pradesh, he said 



government regulation in MFI is the need of the hour, but it should not prevent 

the poor people from access to credit on easy terms. 

 
� Deepak Saxena while making a presentation provided a brief overview of the 

project, the 

activities 

conducted so far 

including the key 

findings and 

recommendation

s which are 

mentioned 

below:  

Key Findings 

o State Consumer Protection Council has not been constituted and District 

Consumer Protection Councils are either not established or dysfunctional 

o Delay in appointments in districts forums (Presently post of 4 Presidents & 9 

Members, 5 more presidents are to be retired during first quarter of 2011),  

o Delay in disposal of consumer complaints by district forums (only 26% within 

the prescribed period),  

o Most of the complaints represented by advocates in consumer fora, are against 

the spirit of the Act  

o Lack of coordination among departments working on consumer protection  

o Shortage of staff in departments such as legal metrology, drug control, food 

inspection etc. 

o Stern action is not being taken to punish the offenders 

o No separate department for legal metrology  

o Schemes of consumer clubs, i.e. giving awards to consumer activists and financial 

assistance to consumer organisations, are not carried out in true spirit 

o Lack of labs for testing of food items and drugs 

 

Key Recommendations 

o Consumer protection councils should be made fully functional 



o Vacancies in districts should be filled immediately and the recruitment process 
start well in advance 

o Departments should work in a proactive manner to protect the interests of 

consumers, not merely fulfilling the minimum targets 

o A separate department for legal metrology 

o Big districts like Jodhpur should have more than one permanent District Forum 

o A proper follow up and monitoring of cases  

o Schemes of consumer clubs, financial assistance to consumers filing complaints, 

financial assistance to consumer organisations and reward to consumer activists 

should be provided adequate financial resources as well as proper 

implementation 

o Departments’ information should be disclosed proactively (through website or 

otherwise) for better transparency and accountability 

o An active consumer directorate for better coordination within concerned 
departments 

o Permanent labs at district level for product testing and quick redressal of 
complaints 

 

�  Keynote Address: 

“COPRA was enacted with a clear objective of giving speedy and economical 

redressal to consumers but the overall objectives are not met due to non 

implementation of its provisions”, said M.L. Mehta, social activist and former 

Chief Secretary of Rajasthan, while delivering the keynote address at the 

feedback roundtable organised by CUTS with the support of the Union Ministry 

of Food, Consumer Affairs and Public Distribution.  

“Even with such 

a fine law, 

consumers have 

not benefited to 

the extent as 

they should have 

been. Now it is 

for the 

consumers and 

consumer organisation to put a pressure on the government, including issuing a 

legal notice, if required”, Mehta suggested. 

 



� Special Address  

“Farmers being the marginalised sections of society are not benefiting from  

COPRA besides having a population of over 75 percent in the society”, said Rao 

Rajendra Singh, MLA Shahpura (Jaipur). He further told that district forums 

compensate the seeds purchased by farmers, which is not justifiable because the 

cost of efforts in term of labour, fertilisers, care taking etc. are not incorporated 

and above all livelihood of farmers get shattered due to fake seeds. Apart from 

quality seeds, lesser quantity of seeds is sold to farmers besides the quantity 

marked on packet.  

 

He also gave 

ample focus on 

dearth of 

ignorance of 

medical and health 

department 

towards 

internationally 

banned pesticides, 

insecticides, 

fertilisers and chemicals, which are frequently used for domestic as well as 

agricultural purchases in country causing adverse affects on the health of 

consumers. Big companies that advertise their products at mass level in a very 

effective manner do not disclose the risks available, so COPRA should cover all 

these aspect and come to the rescue of consumers was suggested by him. 

 

� Sukh Ram Kohli, another MLA from Basedi, Dholpur emphasised on the need 

to empower rural consumers, as urban consumers are relatively lesser exploited 

than the rural because of awareness. He stressed on the need to have more 

product testing laboratories in the state preferably at least one each at the district 

level. He also 

reiterated to reduce 

the intervention of 

lawyers in consumer 

fora. He also 

suggested adopting 

mobile phones as tools 

for provide 

information and 

reducing the distance in between the consumer forums and common people. 



 

� Haneef Mohd, former president, District Consumer Forum, Jaipur also endorsed 

the need to have well equipped laboratories so that the complaints related to 

product testing can be effectively taken up and heard. He also said that in spite 

of having a provision enshrined in the Act for Central and state governments to 

sue cases as consumer, there have not been even a single case registered in any 

consumer fora in Rajasthan. Govts also buys food and commodities from the 

market and they 

should also be 

equally concerned 

on behalf of all the 

consumers, who are 

going to be the 

ultimate users of 

these commodities 

was told by him.  
 

� Another District 

Consumer Forum 

President from Churu, G P Gupta stressed on the need for better infrastructure 

in consumer fora. Most of which are facing inadequate staff problems and other 

basic facilities. Consumers are facing imbalances and exploitations in education 

sector. He also raised his concern over the role of members in consumer forum 

because most of them are either incompetent or having avoiding attitude towards 

the forum. Therefore, he mentioned to reform the process of appointing 

members in the forum. 

� Sunny Sebastian, a senior media person, The Hindu earmarked the problems to 

aggrieved consumers, who face delay in redressal due to non-existence of 

members/presidents in district forums. He also demanded strict and vigilant 

check over adulterated 

food items in the 

market. 

 

Open Discussion 

Participants shared their 

experiences and grievances, 

which they have faced as a 



common consumer and/or applicant. Participants also suggested various 

components to be incorporated in the consumer forum. Further, Amarjeet Singh of 

CUTS CART summarised the proceedings and gave vote of thanks to participants. 

Outcome 

1.  Gaps in way of consumer protection system were delivered to larger audience 

inclusive of legislature. 

2. A debate over the issue of complaints represented by advocates in consumer 

fora, against spirit of the Act has been initiated. 

 

Recommendations 

1. A system should be put in place to take advance steps to fill the vacant 

position at district/state consumer forum immediately. 

2. There should be well-equipped product testing labs at district level for quick 

redressal of complaints. 

3. Big districts/cities should have more than one permanent District Forum. 

4. Special attention should be given to farmers and deprived sections of the 

society.  



Annexure 

 

State Level Roundtable Feedback 

December 15, 2010, Jaipur  
 

PROGRAMME SCHEDULE 
 

10.30 -11.00  Registration with Tea  

11.00 am Welcome  
Deepak Saxena 

CUTS CART 
 

Opening Remarks 
George Cheriyan  

Director, CUTS & Head CUTS CART 

 Project Overview and Progress so far Mr. Deepak Saxena 

 

Keynote Address  
M L Mehta 

Former Chief Secretary of Rajasthan 
and President, CUTS-International 

Rao Rajendra Singh 
MLA, Rajasthan Vidhan Sabha 

Sukhram Koli 
MLA, Rajasthan Vidhan Sabha 

Haneef Mohd. 
Former President, District Consumer 
Dispute Redressal Forum, Jaipur II  

Sunny Sebastian 
State Representative 
The Hindu, Jaipur 

 

Special Address 

G P Gupta 
President  

District Dispute Redressal Forum 
Churu 

 

Open Discussion: Evaluation and 
Feedback 

Participation of all  

 
Way Forward and Vote of thanks 

Amarjeet Singh  
CUTS CART 

2.00-2.30 Lunch, Departure 

 


