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- . Chapter - XI
- CONSUMER PROTECTION AND EDUCATION
1L () INTRODUCTION product for higher prices. So consumer

Bveryday we use variety of itoms. In faces a lot of problem in the mzl\rkct‘7
urban areas, most of these items are How can one overcome these problems:

: available in the market but in rural arcas After reading this chapter you will be
{ fow itoms are produced at home foruse  able to —
}g, and they sell some of them in the market. @ Deline the concept of consumer
¢ So those who purchase item from market e Problems of consumer
K -
i for their use are called consumer, and e Rights of a consumer
. who produce items are known as e Responsibilitiers of consumers
. producer, who sell items in the market & Aaver Education
! iindi i e e Consumer Protection Act
% Consumer atways purchase items and & s Aid.
£

PRODUCER —Produce rrpng B, Consumer (For consumption)

Sale

ITEM

11.(ii) MEANING AND CONCEPT
OF CONSUMER : A consumer is a

or individual who purchases, uses
Or consumes items, services and products
to satisfy wants. All people irrespective
~ of age, sex, occupation are consumer.
. They consume and uses goods and
- services for satisfying their wants.
Therefore consumer includes children,
and elderly people in one way or
. They can demand for a commodity
_services. Producer produces items

list out
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Covsummer con e dotined as a POLSOR
WO prnchiase, consne and use goods
3ind SV L) m s wanis

W O oo, For example your
Do Bes dresy, pon, porcil, potebook.
dooks which you purchase from the
WA sad 20w sehool by bus by wsiog
B seevices of TROIPOLL Operation, SO
YOR e comsumer. Like you, other
poople and the producer are also
Qonsumey. Because they derand or buy
e watenials for their production
parpose. In that case producer are
Qomzuay for those asticles. Do, you
vadensend the o consuemer”?

TLER PROBLEMS OF CONSUMER
g DA consumer Sices nustber of problems
T he markat ranging from vanation in
POes o malpractoes followed by the
shopkaepens. S0 it & waporant Ror every
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vil. Quality of product

viil. Deceptine Packaging

ix. Malpractice adopted by the seller.
Variation ln prices - Consmper used to
face the problam of variation w prices of
same commaxdity in different shop or
places. ln some Cases, s}xogkee}vers
change the onginal prioes whnc_:h 18 printod
on the price tags in order to ncrease the
price by adding local taxes. In such
sitvation, consumer is at a loss to know
whether he is paying the right price or.
not.
Scarcity or non-availability of ittzms:-

Sometimes common food stufts are
pot available in the market. Even if it is
available, it will cost more. Usually such
scarcity are man-made or artificial,
created by the supplicr or shopkeeper to
cam more profit. When these people
come to know that there is possibility of

 price nise of a commodity, they withdraw

ity from the market and
pply the commodity to the
1 as the price 18 increased,
> flood, (which is
state). the
s of essential
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items are sold in themarket witha
guarantee of punty but we found to be
adaltnated when used Adaltuation of
yeallow powder in furmenc powder,
starch in milk and cheers, used tea leaves
are generally sold in the market.
Consumer does not have any knowledge
o judge the purity of eatable. Therefore,
he is compell to bay adaltanted items m
ignorence. Apart from food items the
problems of adultration m these for other
communable goods.
Defective weight and measures:

In addition to adulteration, there is
2another problem faced by the consumer
is defective Mwe:ght Oor incorrect
mmsuranentofnans.ﬂave)meve:
checked the weights and measures used
by the shopkeeper ?

If so, you will find the weights may
’have hollow space or may be dented, as
armﬂtoonsmnﬂ'mllgetiessﬂmthe

'acuxalmmhxsvuymm

___pmperwexght.lnwseof
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_a;consumer to take decisions on

never use them, very often they usc
measuring Jugs that have a false or raise
bottom to cheat their customer. Are you
aware of these malpractices followed by
seflers ?

Misleading Advertisement : Today,
you will find that some product is
produced by number of manufacturers.
So the manufacturers take the help of
advertiscment to sell their products.
Usually advertisement give details of
quality of product, content of the product
and method of use etc. Most of the
manufacturers give an exaggerated
account of his product to lure the
consumer {0 buy these product. But after
the _product is purchased, the consumer

»reahssttmndoesnotmaichwxﬁlwhax

has been claimed in the advertisement
Snch kind of advertisements are
mrsladmg which cheated the consumer
Misleading and incomplete label

Label are used on product to give
consumer can decide to select an item
after going through the informations
m on the label. The label also help

a particular product after
the quality and the prices of
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difficult to differentiate between the
genuine and the immitation product. It is
done to cheat the consumecr.;
Quality of the Product- [t is another
problem faced by the consumer in the
market. Today lots of poods are available
mn_the market, but all of them are not
standardized and consumer are also not
surc of the quality of the product for
which they are spending their money. It
1s also not possible to Judge the quahity
of all the product at houschold level.
‘Consumcrs arc often misled by the
“dealers, Only a few reliable dealers are
willing to take responsibilitics for the
quality of the product. For cxample
selbng furniture made up of inferior
quality wood and after polishing or
covermg with colourful fabric and then
claiming as superior quality and selling at
Deceptive packaging : Nowadays large
number of packaged items are available
in the market. It is a very common sight
as shops and market are loaded with

packaged items. Packaging of product is

damage, breakage, contamination,
pilferage etc. Bulsellauscltasamol

to attract consumer to increase their

sale. The sale misguider the consumers by

making the volumc or m*ﬁf ﬂlﬂ
¥ g G the v»i,rodncts, medmines and electric
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MALPRACTICES ADOPTED BY
THE MANUFACTURERS.

Manufacturers or scllers adopted
numerous way {o lure consumer in selling
thear product. They implement misleading
schemes like “free gift” or ‘heavy
discounts’ etc. to attract consumer casily.
They initially inflated or raised the prices
of the commodity and then a  discount
of 20% to 50% is offered. But in reality,
there is no change in prices. Sometimes
the producers immitates the colour, shape
and name of popular brand available in
the market to cheat consumer.

For example: Manufacturer of an
article say ‘A’ has tried to cheat by using
the bottle of same colour, size, brand
name as used by Manufacture “B”,
Because the product ‘B’ is a populer
brand.

113. RIGHTS OF CONSUMERS
In order to protect consumer to avoid
kind of cheating which is mentionerd
above, consumer should know their
nights. They are :-

i Rights to safety - This is the first
right, that every, consumer should have.
which helps to safeguard against items,
products, processes and services which
are hazardous to health. They can
demand or ban the sale of goods
mjmwus to health like - harmful food
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demand or collect informations about the
quality, prices, purity, €Xpiry; weights etc.
of any product. These informations will
help the consumer to safeguard the
interest of them while choosing an items
or product.

ii) Right to choose :

Today, same article, produced by
different producer or manufacturer and
alternatives are also available in the
market. Consumer has the right to
choose the products of various producers
and purchase one which is suitable for
him.

iii) Right to be heard:- This gives the
consumers the right to bring notice of the
seller or manufacturer about any deficit

case they do not pay any attention to the
consumers complaint, consumer can
approach the concerned authorities. But,
if the manufacturers pay proper attention
to the consumers, then it will help them
to improve the quality of their product.
iv) Right to redressal : It indicates the
right to fair settlement and compensation
for faulty goods and services.
v) Rights to consumer education :
Consumer has the right to acquire
knowledge and informations about the
product which will help them in proper
selection of goods and services.
11.4. Responsibilities of Consumer

found in goods purchased by him. In

~~ Consumer has certain responsibilities
o e and e sl be v f hese

S sy e e A
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duties, so that he can n}élvklc nf‘_'S
purchase judiciously: These duties tlrc.‘ ;
a. Seeking appropriate informations -

It is consumer’s rcsponsibi]ity to seek
information about a product bchTC
purchasing it. He must read apd gain
information from literature given by
manufactures Or retailer or other sources.
With the help of their informations, he can

evaluate the product and take his

decision.

b. Checking weight and measures
before making purchasers : Usually,
seller often cheat the consumer by using
unfair weights and measures. Consumer
should ensure that he is purchasing a
product with right weights and measures.
He should check the weight and balance
and remain vigilant, when the seller is
measuring or weighing the product.

¢) Reading the label carefully- When
a consumer purchase packaged food, it
is his duty to read the label of the
product. Label should contain or have
complete informations about the product.
If it is incomplete, or informations are
exaggerated then he should bring notice
to the seller or producer.

d) Beware of false and attractive
advertisement. Producer or seller use
attractive advertisement to increase their
sell and earn profit. Usually these
products are not much attractive or not

upto that quality as shown in the

advertisement by sellers. So it is the duty

e O
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of the consumer not to mislead by the
advertisement and go through them
properly before making the purchase.
e) Aware of misleading scheme :
Today, every producer or seller use
certain technique or introduce new
scheme to increase their sales like, one
soap free if you buy particular brand of
toothpaste, free one mug if you buy one
packet of milk powder of certain brand
etc. Often a consumer is lured by such
schemes and buy the product even when
it is not necessary, but for getting one
item free. The fact is that, the seller
mcreases the price of the product to get
the actual price which is included in the
scheme. So it is the duty of the
consumers to avoid these scheme.
f) Procuring bill, cash receipt
warranty etc.
Usually, common donot ask for a bill

on cash receipt at the time of

purchase.Thus avoid the payment of sales
tax. Later on, if the product COmES out

bill, cash receipt and a
at the time of purchase.
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product speually while

le and electronic goods.
buying the dumb e f the consumer to

o
Thus it is the dutyed - arics’ ke ST,

ardis
seeoth;ét&nngK G packaeed TR
h) 2 of dissatisfaction.

redressal in cas€ &
sponsibility of the consum
it e tice and voicing

reporting malprac
i?)rmplalnts agamst the seller and

It is the duty to demand
mﬁpu;a;:%ngzlsﬁr the loss he suffered on
the purchase of faulty goods Or Services.

i) Knowledge of consumer
ng;;tsls known that the seller is trying to
cheat the consumer to €arn maximum
profits. So the duty of the consumer is
to be aware of his rights and if he is
cheated by a seller or manufacturer while
making purchase of goods, then he
should not remain silent spectator, but

"alsomustlodgeaoomplamt :

10.5. Consumer Education :

g0 Now you know the problems faced
1 by oonsumet in the market. If he is not

RPN L AT PRI AMB A

a o et S Mg
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making proper purchase by developing
the ability to decide and sclect items
mtelligmuy,

b. Consumer education familiarises the

consumer with problems which he faces
While making purchases, This education
h?lp the consumer to inculcate the logical
View point,
& It provides the consumer full
informations of marketing a particular
commodity, from where to buy good
Quality product at reasonable prices, the
shop providing additional facilitics etc.

d. It helps consumer to make
appropriate decision in purchasing as well
as availing facilitics or services and not
to mislead by seller or advertisement.

e. Consumer education familiarises the
consumer with the various
standardisation marks and their marketing
like ISI, F.P.O. Silk mark, wool Mark
efc. s

f. Another important help of consumer
cducation is that- it familiarises the
- consumer about the various acts enacted

¢ by the government from time totnme
- So in these days, consumer educa

ATION 17

formulated various Acts and laws to
protect the consumer and established
consumer court at cvery district, These
acts are -

Prevention of food Adulteration Act,
Grading and Marketing Act 1937,
Weights and Measure Act- 1939, Drugs
and cosmetic Act, Consumer Protection
Act 1986 cte,)

Lets see what iconsumer Protection
Act 1986 is-
~Consumer Protection Act 1986 :
This act is passed in 1986 by
Government of India which is based on
the principle of ‘Self Help’, This
indicates— consumers should help
themselves to get protected against
exploitative and unfair practices, This act
gives rights to the consumer to place
complains to concerned authority, if they
face problem after purchasing, using
commodity and services, Consumer can
seck redressal and also claim
compensation for any loss or injury
suffered on account of the negligence of

 the seller.

‘he salient features of this Act
e

a. Application of the Act- This Act
lied for both ‘goods’ and services.
s, which is brought from
res or sellers and services are

telephones, electricity ete.
3sal Machinery : Under
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y 1€ consumer. This
machmcry consist of consumer forum,
;:\tz;ﬂ at various levels. Like in district
» AL state level (it is called as state
commission), in national level, which is
known as National forum. Consumer can
lodge his complain in these fomn;y
Ir? case of District court, it is headed
by district session Judge and assisted by
two membcm At state level, it is headed
by a judge of High court and assisted by
Fw_o more members and at national level,
it 1S headed by a Judge of supreme court
and assisted by four members. District
court can dealt upto 20 lakhs corporation
value,
State commission may dealt upto Rs,
-1 crore and National commission has
Junisdiction for entertaining cases of high
value and appeals coming up against
orders of state commission. Supreme
court is the final deciding authority.
Have you heard about such news of
compensation? Or have you gone through
such news in newspaper? If you face
such problem, you can also approach to

these forum or court.
Expeditious Disposal :
This act has provision to settle all
grievances within 90 days from the date

of notice received by the opposite party.
This is applicable to those which do not

require any laboratory analysis or tests.
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But in case of laboratory testing, this is
extended to five months. This is done to
prevent consumer from long waiting for
justice.

Advisory Bodies : Redressal
Advisory bodies also known as consumer
protection council and central consumer
protection council has been set up at
state and national level. This council helps
and advise consumer to exercise their
rights.

No court fee- court fee is not
required if complaints are lodge under
consumer protection act. So poor
consumer can seek redressal without any
additional expenditure .

Redressal Procedure :

It is true that even if consumer’s
complaint is genuine or useless, he files
the complaint in proper shape, addresg
and submit to appropriate authority, along
with documents yet he cannot expect

justice. So it is important to keep certain
poinis i mindii

On the basis of the Consumer
Protection Act 1986. i
A consumer, consumer organization,
state, central government can lodged a

e L T SR TSR LA N\
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complaint ean be Jodged

hrough post.
jependent should be

the complaint by
¢ Todging the compliint,

‘Thirdlys
penionmilly o f
fourthly the
informed aboul

mgiutmxi L
pifihily, the complainant, should engore

thart (e complaint i penine before filling,
[neumbent like bill, cash receipt,
aurantee eard should be filled and
attached along with the complain to
prove iti validity.

Lastly, the complaint form should be
 (jlied up with all details of complaint, loss
and compensation demand.

National Award for consumer
pm(ccﬂon : ’

!q 9rdcr to motivate youth to
~ participate in different consumer
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Indin hag inreduoed piation
Comwitier protdion Ay 7”'"",'5"0”‘?””?
(o the age proup of 18 10 32 yeurt
engaped in sch consmer pro1sion
related nctivitios 1% ablis 1o renive
award, ‘This awird 16 v ity ul
carry # prize amount of W8 AN ”
800/ and 20000/ wlong, WHth A Jetter
of commendation.

World consuner gtight day ?
Consumer Wight 1y 15 aley hrrvesd N
15th march every year thronghoit the
world. 1t is celebrated 16 ks ARPATIEE
aware of their rights. Al first, it wWas
celebrated in 1962 by Arenicat President
with four rghts, Later the ssniter of T
has increased 1o eight.
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I. Very short answer question.
a) Who is a consumer?
b) Mention any two problems face by consumer.

¢} State two rightys of consumer AN iy R B T

d) Name two consumer aids. SAASANET e Y ke o

€) Nametwo food items which beat ISI mark. : ‘ o ‘:"_”""',.?f T
" 5D Write full name of EP.O. R A PR E IR “’ i :

2. Short answer queetmm. n A SR %)
the consumer

4) Define consumer. State any two common pmblem facc by
b)- Mention any three duties of consumer. = A A - .

¢) What are the uses of consumer ddnmtxon. IbI mark.
d) What do you understand by ISI? Name two product canymg

rtance.
€) What do you understand by fctandardjsahon ‘marks. DlSwis ltS mpo
) What is the effect of advextxscmem on consumcr s buying? :

‘) .

3. Long answer questions. ks ; e i }, .
a) Who is consumer 2 What : are the: pmblans comuma' faces in- fhe mar q_
) - ST
c)
d)

€) What is consumer
protection Act, 198




