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1. About CUTS & CUTS CART

Established in 1983 as a small voluntary group of concerned citizens, Consumer Unity & Trust
Society (CUTS) expanded its activities and CUTS CART was set up in 1996 as a programme
centre to pursue the cause of common consumers, initially being undertaken by CUTS as the
mandate. The programmes of the Centre are primarily aimed at generating awareness, creating a
more responsible society and encouraging changes at the policy level by advocating with the
government machinery and sensitising it to the issues of concern of the common man. The
Centre has spearheaded several campaigns and pioneered consumer empowerment.

For more information please visit: www.cuts-international.org/ CART/index.htm

2. About the Project

India 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 the Department of
Consumer Affairs, Ministry of Consumer Affairs, Food and Public Distribution, Government of
India and Consumer Unity & Trust Society (CUTS International) on November 04, 2011 to
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.

The long-term objective of the project is to create an enabling environment for protection and
promotion of consumer interest contributing towards the national interest. 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 Pradesh, Maharashtra,
Orissa, Punjab, Rajasthan, Tamil Nadu, Uttar Pradesh, Uttarakhand and West Bengal. The union
territories are Chandigarh, Delhi and Pondicherry.

CUTS International in collaboration with the state partner, Consumer Rights Education &
Awareness Trust (CREAT), Bengaluru organised a second Knowledge Enhancement Workshop
(KEW-II) at Mysore on April 26-27, 2012. The first KEW was organised successfully at
Bengaluru on March 23-24, 2012.

In Partnership With

The project is supported by Department of Consumer Affairs, Ministry of Consumer Affairs,
Food and Public Distribution, Government of India under Consumer Welfare Fund.




3. Objective of KEW

The objective of workshop was to equip consumer organisations with knowledge and skills on
relevant and new generation consumer issues to ensure improvement in the service delivery and
act as ‘watchdogs’ in their respective states.

4. Key Speakers and Resource Person

The workshop was enlightened by C G Betsurmath, Commissioner, Mysore Urban
Development Authority (MUDA); Prof. Suresh, Principal & Prof. M.P. Nagendra Murthy, JSS
Law College, Mysore; Dr. Ashok Patil, Associate Professor from Chair on Consumer Law &
Practice NLSIU, Bengaluru; Y G Murlidharan, Managing Trustee, CREAT; Amarjeet Singh,
Project Coordinator & Jai Shree Soni, Project Officer, CUTS, Jaipur and Y T Rajesh, CREAT as
the privileged and honoured speakers.

5. Participants

Total 94 participants comprising representatives from consumer organisations, CSOs, different
institutions, member from consumer forums, Government of Karnataka, resource persons,
activists and ConsumersUp project team were present. Participants fairly represented all the
districts of Karnataka mainly- Mysore, Bagalkot, Mangalore, Mercara, Chitradurga,
Davanagere and Shimoga. (Please refer Annexure 1 for list of participants)

Proceedings (Please refer Annexure 2 for Agenda)

First Day: April 26, 2012

6. Welcome Remarks: Y G Murlidharan, Managing Trustee, CREAT, Bengaluru

After the registration of participants and distribution of resource kits, the workshop began with
welcome remarks of Mutrlidharan.

He welcomed CUTS team, participants who attended workshop in such a high number, resource
persons and media representative. He explained the background of the ConsumerUp project and
its activities and also focused on the objective of KEW. Murlidharan said that consumer
movement in Karnataka has not been able to widen its scope and reach. He said the concept of
consumer protection has enlarged in the last decade and it is no more restricted to filing
complaints in the consumer forum and getting small benefits. He called upon participants to
respond to the changing social and economic conditions of consumers and new issues that are
emerging.




7. Inaugural Session and Address: C G Betsurmath, Commissioner, Mysore Urban
Development Authority (MUDA)

The workshop was inaugurated by C G Betsurmath, Commissioner, Mysore Urban
Development Authority by lightening the candle with Prof. Suresh, Amarjeet Singh, Jai Shree
Soni, Y. G. Murlidharan, Prof. M.P. Nagendra Murthy.

Betsurmath said in his inaugural address that only through consumers’ awareness things could
not be changed in society. He opined that consumers should have personal and producer should
have social responsibility. Further he added that consumer has to protect himself and producers
are equally responsible in protecting interests of consumers. He said, “If a consumer suffers,
society and nation suffers in turn”. He stressed on the need to think about cyber crime, increase
in malpractices in various sectors, medical negligence. Pointing out instances of adulteration of
food products, he said, adulteration always seems attractive to make quick money. He added that
to save money consumers to deal directly with the producers without the intervention of
middlemen. Quoting the 21" century he stated that this era is an era of choice and massive
changes will take place in all sectors, he stated that this era is competitive, bringing changes,
overflowing with computers, information, science and technology, leading to fastest
development.

Betsurmath in his inaugural address highlighted the need for wider choice in goods and services.
He opined that choice leads to competition and thereby quality and timely service. He also
cautioned consumers about the craze for branded products and the availability of spurious
products in the market.

8. Presentation about the Project: Amarjeet Singh, Project Coordinator, CUTS

Before making presentation Amarjeet Singh, Project Coordinator also thanked all participants for
their participation, Commission, MUDA for enriching inaugural address and for raising various
challenges faced by common consumers, he also thanked Prof. Suresh, Principal, JSS Law
College for his presence and President’s remark and CREAT for organising this KEW. He made
a presentation on ConsumersUp project and briefed about CUTS International, its Vision and
programmatic areas. He shared the long-term as well as immediate project objectives through




various activities like research including input papers, advocacy, networking, research, knowledge
enhancement, regional workshop and National Conclave. Regarding project area he informed
that the focus states are Jharkhand, Tripura, Karnataka and Haryana and other 15 states and
three union territories would be covered only for the research purposes.

9. President’s Remarks: Prof. Suresh, Principal, JSS Law College, Mysore

Prof. Suresh, Principal, ]SS Law :
College, Mysore stated in President’s
remark that Government makes law
and provide services, but it is also
important to know at what extent
services have being reached to
common man. He appraised CUTS’
efforts and National research to
know consumer status and said that

research is very important tool for
advocacy. He referred to the challenges mentioned by C G Betsurmath and stated that actions
should be taken in those situations.

10. Background to Consumer Protection Movement: Amarjeet Singh, Project
Coordinator, CUTS, Jaipur

The second session commenced with a presentation on the background of consumer protection
movement. Amarjeet Singh made this presentation and provided an overview of the concept of
consumer rights since the times of Kautilya in India and stated that Kautilya's 'Arthasasthra® of
400 BC was the basic law of ancient India having provisions to protect consumers against short
weights & measures and adulteration. Further, he briefed about initial stages from consumer
cooperatives in India and international scenario with special reference to the rise of consumer
rights and recognition given
by the UN and the famous
Bill of Consumer Rights of
John F  Kennedy. He
explained three phases: 70s,
80s and 90s of the Indian
Consumer Movement.

He also shared
new/emerging challenges
before consumers such as
cyber crimes, financial frauds
and misuse, unfair and

restrictive trade practices,
intellectual property rights, new areas like IT, biotechnology, etc and emphasised to understand
and do advocacy.




11. Consumer Protection Act including the Amendment Bill 2011: Dr. Ashok Patil,
Associate Professor, Chair on Consumer Law and Practice, NLSIU

Dr. Ashok Patil briefed about framework of COPRA and shared different platforms at District,
State and National level to file the complaint. He informed the procedure and fee structure to
file complaints. Then, he discussed about some of the positive changes that are planned and
loopholes in COPRA and shared the Amendment Bill 2011 which is still pending in the Lok
Sabha and not passed yet. He requested all the representative of consumer organisations to
provide comments to their local MPs.

12. Karnataka Guarantee of Services to Citizens Act 2011: Y G Murlidharan, Managing
Trustee, CREAT, Bengaluru

T

Y. G. Muralidharan discussed the Karnataka Citizens Services Guarantee Act 2012. He explained
the concept of public service guarantee and how it has come up with many efforts and become a
right of the every citizen. Muralidharan explained the framework and provisions under this Act.
He said that any person can claim compensation if departments do not provide the service
within the stipulated time frame and the compensation paid to the citizens will be recovered
from the salaries of concerned officials. He said that more then 150 services of 11 departments
are being brought within the purview of the Act. The departments are supposed to deliver the
service within the stipulated time and any failure will attract penalty of Rs.20 to Rs.500
depending on services.

13. Citizens Grievance Bill 2012:
Prof. M P Nagendra Murthy, JSS ; - the New Age !
Indian Consumer in the

Law Couege ) i Looking Agenda to Address the Concens of the Common People’
(Consumers Up Project)

Prof. Nagendra Murthy presented the
framework of the Citizens’ Grievance )
Redressal Bill 2012 of the Government ! 1 Kanataka
of India. Explaining the main p= ‘ P :
provisions of the Bill, said that the Bill
envisages preparation of citizens’
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charters by all public authorities. It also makes compulsory for public authorities to set up
information facilitation centres to assist citizens in obtaining information about the services
rendered by the public authorities. He said that the Bill envisages constitution of State and
Central public service commission as in the case of Right to Information Act. He informed
about responsibilities of Grievance Redressal Officer and process of Appeal to Designated
Authority and said if negligence or a case under Prevention of Corruption Act 1988 is proved

take action.

14. Drafting complaints, appeals, arguing on behalf of consumers: Role play by
participants facilitated by CUTS & CREAT team

The last session of the first day concluded with a simulation exercise on drafting complaints and
arguing in the consumer forums was conducted through role-play of a consumer forum.
Participants were divided among groups and asked to draft their complaints related to any
services and products. They were asked to draft a complaint to the consumer forum with
imaginary products and services. A bench was formed with the help of resource persons as
President and members of the forum. Through this experiment participants were understood the
importance of filing complains and data used while filling.

First day was concluded after this session.




Second Day: April 27, 2012

The proceedings of the second day commenced with receiving participants’ feedback on the
sessions of first day and recapitulation of the previous day’s proceedings.

15. Consumer Protection in Telecom Sector and Regulatory Authorities: Y T Rajesh,
CREAT & Amatrjeet Singh, Project Coordinator, CUTS, Jaipur

L The first presentation of the
4 second day was on Consumer
Protection in Telecom sector by
Y.T. Rajesh, CREAT. He stated
about TRAI and its provisions.
Further Amarjeet added other
regulatory authorities related to
electricity, banking and financial
services, insurance sector, health,
housing and real estate etc. He
also  talked about  wvarious

standards of goods such as
Bureau of Indian Standards (BIS) etc. Amarjeet also highlighted the importance of regulatory
bodies and how consumer can participate in the regulatory process. He mentioned about various
steps taken by these regulatory bodies to protect the interests of consumers. He requested
participants to represent consumers before regulatory commissions. Participants raised their
queries related to different sectors but mostly from telecom sector.

16. Consumer Advocacy: Y G Murlidharan, CREAT

Y.G. Muralidharan commenced the second presentation with a presentation on Consumer
Advocacy. He explained the concept of advocacy in general and in the context of consumer
protection. He said that very few consumer organisations in Karnataka are equipped with
advocacy skills and it is necessary for other organisations to be conversant with the advocacy
techniques. Further, he explained different tools used for advocacy and cited many examples.




17. Open Discussions

The pre-final session was reserved for answering queries raised by the participants. CREAT &
CUTS team chaired this session. More than 35 questions were raised during the session. The
questions ranged from the amendments proposed for the CPA, problems faced by consumers
while dealing with public officials, violation of Packaged Commodity Rules, rampant food
adulteration in rural areas, non-availability of officials, working of Consumer Forums etc.
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18. Preparing an Action Plan

The concluding session was devoted to the preparation of Action Plan to take forward the
ConsumersUp project. Participants suggested that local training workshops should be held to
raise awareness among the public. Following are some of the actions participants prepared:




o Creating awareness about COPRA at the grassroots and their respective working areas.

e Advocacy for disseminating materials/guides/modules should be preferably in Kannada
language by government to all consumer organisations.

e With financial assistance willing to execute survey on local issues.

e Motivate other NGOs who are not working for consumer protection towards working
on consumer protection and make efforts to include CUTS” and CREAT’s network.

e Consumer Information Centres would be established in their organisations.

19. Summing Up & Vote of Thanks: Y G Muralidharan, CREAT

Muralidharan narrated all the sessions and expressed gratitude towards all resource persons and
CUTS team. He also thanked participants for actively participating in the workshop and raising
various grassroot-level/local issues and for preparing realistic action plans. In the end, he
thanked all team members for their kind cooperation in organising this workshop successfully.




Annexure-1

LIST OF PARTICIPANTS
S. Name of Name & address of Contact No. E-mail
No Participant organisation

1 | B.Parshuram Samasthe, Harapanahalli, 9449434664 | bparshuram@rediffmail.com
Davangers

2 |Lokesh N Secretary, Consumer Forum, T | 9448247267 | vikaslohit007@gmail.com
Narasipura

3 | Vasant Kumar Mysore Grahakara Parishad, 9845950440 | vasanthmysoremath(@gmail.com

Mysoremath Mysore

4 | V.S.Jambagi Kagalgomb, Badami, Bagalkot | 9741608777 | jambagivs9@gmail.com

5 | Basavraj Benakattd P | Kagalgpomb, Badami, Bagalkot | 9845804417 | benakatti.basu@gmail.com

6 | G.R.Vidyaranya CMCA Mysore 9731061861 | grvidyaranya@gmail.com

7 |N.V.G.Bhat Consumer Forum, 9845971875
Nadigarkoppa, Sirisi

8 | Vinay B Pushpagiri Nilaya,Vivekanada | 9902007686 | vinayb1984@gmail.com
Badavane,
BommanakatteBadhravathi

9 | Shailaja Belli Belaku,40 Ft Road, Lbs 9844591197 | shailaja_1964@rediffmail.com
Nagar, Shimoga

10 | C.L.Ramesh Consumer Forum, Sree Kuteer, | 9448417181 | svishimoga@gmail.com
2nd Cross, Basaveswarnagar,
Shimoga

11 | Priyanka S.N Indiranagar, 3trd Cross, Sagar, | 9980084807 | sn.priyanka42@gmail.com
Shimoga

12 | M.V.Geetha Muda, H.No.1408, Hebbal 2nd | 9448434036
Stage, Mysore

13 | Antony Pinto Secretary, Nagarika 0824-
Hitarakshana Vedike, 2296119
Mangalore

14 | G.Basavarajappa Muda, Mysore 9448434036

15 | Nagaraj Muda, Mysore 9443958685

16 | S.Manjunath Vijayanagar, Mysore 9060565250

17 | Hemavatamma Sneha, H.No0.38/41,2nd Stage, |9448031977 | snehaorganisation@gmail.com
Industrial Suburb, Visveswariah
Nagar, Near Maharishi Public
School, Mysore

18 | Kenchegowda Hosakote, Bangalore 9741903332

19 | Bharath J.5.S.Law College, Mysore 9481532055 | bharath4rs@gmail.com

20 | Sirichandra J.S.S.Law College, Mysore 9986003626

21 | Sathyanarayana Rao | Vijay Foundation, Mysore 9740123748

22 | Shivanna President, Parivarthana, Society | 9481409660 | gvikasa@gmail.com
Road, Sakarayapattana, Kadur,
Chikkamaglur

23 | Vanaja Setty Vice President, Brastachar 9900851539
Virodhi Andolan Samithi,
Huvinahalli, T Narasipura

24 | Ramesha P Secretary, Brastachar Virodhi 9945802623

Andolan Samithi, Huvinahalli,
T.Narasipura
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S. Name of Name & address of Contact No. E-mail
No. Participant organisation

25 | Mahesh M.M. Secretary, Brastachar Virodhi 8451629462
Andolan Samithi, Huvinahalli,
T.Narasipura

26 | Vinod R Baduku Trust,Vijayanagar 9739844694 | rvetvinod@gmail.com
Mysore

27 | Shashank J.S.S .Law College, Mysore 9916670524 | shashank.53630@gmail.com

28 |.Ashok Patil NLSIU, Bangalore 9480000148 | ashokpatill @gmail.com

29 | Moses S.M Kar Legal Aid Centre, 9342149404 | moses1965vel@gmail.com
Kumarpattnam,Haveri

30 | Shankar H.M. Janaspandana 9980802803 | janaspandana2010@gmail.com
Association,Davangere

31 | Ningaraju K.P Pooja Bhagvatmahajana Post 9535389735 | ningaraja2012@gmail.com
Graduate

32 | Kumbara Guru Svym Vivekanada Institute 7259845889 | gurukumbara999@gmail.com
Mysore

33 | Abhijit A.C Svym Vivekanada Institute 9844009108 | abhi.jeetudu@gmail.com
Mysore

34 | L.Vasudeva Muda, Mysore 9620002058 | vasuleela@yahoo.com

35 | Kumar C Svym Vivekanada Institute 9741844429 | kravi3007@gmail.com
Mysore

36 | George Sunil Janaspandana Consumer 9743691611

Misquith Forum Ganjimautt, Mangalore

37 | Tukaram Yekkur Deeds, Mangalore 9449139903 | deeds82@rediffmail.com

38 | Rashmi Kamath Svym Vivekanada Institute , 8892704639 | rashmikamathsg123@gmail.com
Mysore

39 | Sadhashiva JSS Law College, Mysore 8880404344

40 | Akash JSS Law College, Mysore 8050809070 | law.akash@gmail.com

41 | Kopresh Babu Pooja Bhagvatmahajana Post 9535389735
Graduate

42 | Mahadeva B Svym Vivekanada Institute 9000879848
Mysore

43 | Savitha Ranganath Creat, Mysore 9916533779 | savitharanganath12@gmail.com

44 | Rahul HR Mysore Grahakara Parishad, 9986730063 | rahulrr24@gmail.com
Mysore

45 | Shivaswamy Chamrajnagar 9449394489

46 | Satish B Manasgongothri, Mangalore 9241650542

47 |Indrani S Ajithanela 9741698278

48 | Madhuri Maitri, Mysore 9964873324

49 | D.G.Gaddi Maitri, Mysore 9964873324

50 | Chandrakala Vidyaranyapura,Mysore 9379304842

51 | Stanley Albert 801,01d Church 9916053035 | pastorstanu@gmail.com
Road,Pushpagiri,Mysore

52 | Stephen Abert Rajivnagar,Mysore 9741334805 | brostephenalbert@gmail.com

53 | Basavaraju N Secretary, Abhudaya, 194,4th 7411146205 | n.basavaraju@indiatimes.com
Cross,17th Main,2nd Stage, E
Block, J.P.Nagar, Mysore

54 | Pratibha ODP, Mysore 9901424257 | prathibap.joshpa@gmail.com

55 | Salve ODP, Mysore 9742769651

56 |Jeevan Kumar K.D  |]SS Law College, Mysore 9964799054 | jevankd89(@gmail.com

57 | Mohan B.N JSS Law College, Mysore 9964481455 | mohanbendaravadi@gmail.com
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S. Name of Name & address of Contact No. E-mail
No. Participant organisation
58 | Arun Javgal Jagruta Grahakaru, Bangalore | 9620004443 | aru.ambuga@gmail.com
59 | Ravi Savkar Jagruta Grahakaru, Bangalore | 9741496271 | ravi.savkar@gmail.com
60 | Veena 177/B, Railway Colony, Mysore | 9880361326
61 | Hemavathi B 313, G.P. Member, Alanahally, |9945120113
Mysore
62 | Binita ODP, Mysore 998677148
63 | Irine ODP, Mysore 9538783105
64 | Prema H G.P.Member, H.D.Kote 9844313511
65 | G.V.Manjunath Janajagruthi Vedike, 9945312314
Reddy Chintamani
66 | Puspamary Odp, Mysore 8105090513
67 | Gowri Odp, Mysore 8861134935
68 | Prashant Kore Janapara Seva Samasthe, 944944119
Belgaum
69 | Rudramurthy Advocate, Mysore 9916821631
70 | Shivakumar S Prathibhe, Mysore 8212460237 | prathibhe_orgmysore
@yahoo.co.in
71 |Satish T Sahaya Trust, 1st Cross, 9164789834 | sahayatrust2011(@gmail.com
Malagali,
KanakpuraRamnagaram
72 | Chinnamma G.P.Member, K.R.Nagar 8095441168
73 | Mary Philominaraj Dornahalli Christian Susrama, | 8095441168
K.R.Nagar
74 | Vijay Prasad Managing Trustee, Malenadu 9448171414 | malenadusevatrust@gmail.com
Rural Development Seva
Trust,243, Khb Colony,
Gopishetty Koppa, Shimoga
75 | M.S.Shivakumar 173, High Junction Road, 9900665854
Mysore
76 | M.Nagaraju Muda, Mysore 9449043973
77 | D.Lingi Gowda Muda , Mysore 9448938210
78 | B.T.Shantakumari Sugrama, Byadahalli, K.R.Nagar | 9964311403
79 | Mangala Sugrama, Byadahalli, K.R.Nagar | 9916786686
80 | Gajendra Sahyadri Jana Seva Trust, 9448106599 | gvgajendra@gmail.com
Gorsukodige Balehonnur
81 | Siddraju N President, National Federation |9686616254 | nfbmysore@gmail.com
Of Blind, Mysore
82 | Prabhuswamy National Federation Of Blind, |9164592121 | prabhuswamy.m1584@gmail.co
Mysore m
83 | Sathyanarayan Rao Vijay Foundation, Mysore 9740123748
84 | Raghavendra M Sneha, H.No0.38/41,2nd Stage, | 8722737464
Industrial Suburb, Visveswariah
Nagar, Near Maharishi Public
School, Mysore
85 | A B Prabhakar Muda Mysore 9880467157
86 | T M Prasanna Cit, Gubbi, Tumkur 9886704544
87 | Ranjini ALANAHALLIL, MYSORE 9632037957
88 | H.R.Ashol Vidyaranyapura,Mysore 9342065517
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S. Name of Name & address of Contact No. E-mail
No. Participant organisation
89 |'Y G Muralidhar CREAT. Bangalore 9448145170 | ygmuralidhan@gmail.com
90 |'Y T Rajesh CREAT, Bangalore 9980782910 | ytrajesh@gmail.com
91 | Nagendra Murthy Mycab, Chamrajnagar, Mysore | 9448064773
92 | S P Thirumal Rao Mysore Grahakara
ParishadMysore
93 | Amarjeet Singh CUTS International as7(@cuts.otg
94 | Jai Shree Soni CUTS International jss@cuts.org
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Annexure-2

AGENDA - (DAY ONE-April 26, 2012)
SESSION -1 (09.45-11.45)

09.45 —10.00 | Registration of participants
10.00 — 10.15 | Welcome remarks YGM, CREAT
10.15—-10.45 | Inaugural Address Betsurmath, IAS
Commissioner, MUDA
10.45. 11.15 Presentation about ConsumersUp Amarjeet Singh, Project Coordinator,
project CUTS
11.15-11.30 | President’s remarks Prof. Suresh, Principal, JSS Law
College (Autonomous), Mysore
11.30 — 11.45 | Coffee/Tea Break
SESSION - II (11.45 — 14.00)
11.45-12.15 | Background to Consumer Protection Amarjeet Singh, Project
movement with special reference to UN Coordinator, CUTS
Guidelines on Consumer Protection
12.15-03.00 | Framework of Consumer Protection Act Dr. Ashok Patil, Asst.
including the Amendment Bill 2011 Professor, NLSIU
03.00 - 13.30 Karnataka Guarantee of Services to Y.G. Muralidharan
Citizens Act 2011 (Sakaala) CREAT, Bangalore
13.30 — 14.00 | Discussion
Lunch break 14.00 — 14.45
SESSION - III (14.45 —17.30)
14.45 -15.15 Citizens Grievance and Citizens’ Prof. M. P. Nagendra
Charters Bill 2012 Murthy, JSS Law College
15.15-16.15 Drafting complaints, appeals, arguing | Participants, CUTS &
on behalf of consumers CREAT Team
17.00 - 17.30 Feedback on day’s proceedings
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AGENDA - DAY TWO

SESSION -1V (09.30-11.30)

09.30 — 10.00 Recapitulation of the previous day’s By participants
proceedings
10.00 — 11.15 Consumer Protection in Telecom Y T Rajesh, CREAT and
Sector and Regulatory Authorities Amarijeet Singh, Project
Coordinator, CUTS
11.15-11.30 Coffee/Tea break Discussion
SESSION - V (11.30-14.00)
11.30 - 12.00 Consumer Advocacy — Its Nature, need and Y.G. Muralidharan,
technique CREAT
12.00 - 13.15 Open Discussions Participants, CUTS &
CREAT Team
13.15-13.45 Preparing an Action Plan to take forward Participants with
ConsumersUp project assistance of CUTS
and CREAT
13.45 - 14.00 Summing Up & Vote of Thanks Y.G. Muralidharan,

CREAT

14.00 onwards LLunch

Please Note: With a view to make use of the available time, a few other topics not indicated

above will be discussed prior to dinner on 26" April 2012
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