
IntroandImportanceofConsumerProtection

Gonearethedaysof“CaveatEmptor”nowitis“ConsumerisKing”.Therearenodearthof

sellerswhowishtofulfilalloftheconsumer’sdemands,andcannotaffordtoalienate

consumerswithbadserviceorproducts.Consumershavetoolsattheirdisposalsuchas

consumercomplaints,courts,forumsetc.LetustakealookatconsumerprotectioninIndia

IntroductiontoConsumerProtection

AconsumeristheonewhoassumestobetreatedlikeaKingastheybringbusinesstothe

seller.Previously“consumerwasaskedtobeware”butthesedaysfingershavebeen

pointedtoseller“letsellerbebeware”asduetopoliciesintroduced,governmentlaws,

consumerprotection,NGOandtheincreasedcompetitioninthemarket.

ConsumerProtectionisatermgiventoapracticewhereinweneedtoprotecttheconsumer

fromtheunfairpractice,educatingthemabouttheirrightsandresponsibilitiesandalso

redressingtheirgrievances.

WhydoConsumersneedtobeProtected?

Therearennumberofproductsinthemarketwhichareinjurioustothehealthofthe

consumer,adulteration,falseweights,monopolyandunfairtradepracticearesomeofthe

issuesthatneedtobetackledandaretobeaddressedtoprotecttheconsumeragainstit.

HowdoweProtecttheConsumer?

Theconsumershouldbeeducatedontheirrightsandresponsibilities

Theirgrievancesshouldberedressed

Thejudicialbodyrequirestoprovidethemwiththejustice.

ConsumerProtectionandConsumerComplaints

ImportanceofConsumerProtection

I.ImportancefromConsumerPointofView

ConsumerIgnorance:Consumerwhenseeingitfromtheirpointofviewthenwehave

gatheredsomeaspectstoit.Ofwhich,ConsumerIgnoranceneedstobetakencareofthey

shouldknowhowtoexercisetheirrightsandhowtoseekreliefs.

UnorganisedConsumer:WeneedaConsumerOrganisationwhichcanunifytheconsumers

andhelpthemseekreliefwiththeirconsumerissues.

WidespreadExploitationofConsumer:Consumerisbeenexploitedthroughthewaysof

adulteration,falsepractice,fakeweights,incompleteinformationonpackagedproducts,



MisleadingAdvertisements.Forinstance,therearemanyproductsthatclaimtomakeyou

fairorreduceyourweightbutwhenyouusetheproductsitdoesnotprovidewhatis

promised.

II.ImportancefromBusinessPointofView

Dobusinessreallyneedtoconsiderconsumerprotection,isthereawaywhichcanbenefit

themaswell?Letushavealookatsomeofthepointswhichprovideuswithsomeinsight:

Long-TermInterestofBusiness:Ifonewantstoincreasetheircustomerbaseinlong-term

thentheyneedtomakeasatisfiedcustomer.Asatisfiedcustomerwiththeirwordofmouth

wouldmakemorecustomerandincreasetheconsumerbase.

Businessusessociety’sResources:Businessshouldnothamperconsumerconfidenceas

mostoftheresourcestakenfromthesociety.Inturn,businesskeepsinmindpublicinterest

andprovideproductsaccordingly.

SocialResponsibility:Businesshaveresponsibilitiestowardstheconsumer,government

bodiesandsocietyandtheyshouldworkinawaywhichshouldbebeneficialtothemand

thebusinessasinreturnitwillflourishtheirbusiness.

MoralJustice:Businesshasamoraldutytothesocietyandconsumerandtheyshouldtake

stepswhichshouldnothamperthesocietyorconsumer.Theyshouldpreventanysortof

exploitationlikeadulteration,unfairpractices,defectiveproduct,fairpriceandweight.

GovernmentIntervention:Toavoidthesituationofgovernmentinterventioninthebusiness

whichcouldbeahectictask.Forthatbusinessshoulddesigntheirtradepracticeinsucha

waywhichwouldbeintheinterestoftheconsumer.

ConsumerComplaints

ConsumerComplaintsarethefirststepofredressalthatthecustomertakesintheprocess

ofconsumerprotection.Hencethisisthemostimportantstepthatthebusinessesneedto

handlewithextremecareanddexterity.Andinthetimesoftheinternetconsumer

complaintsandfeedbackhasmorepowerthanever

Consumercomplaintscanactuallyhelpanorganizationimprovetheirproductsandservices.

Itisagreatformoffeedback.Itgivesyouaveryfairmeasureofcustomersatisfaction.And

ifconsumercomplaintsaredealtwithswiftlyitactuallyhelpswithcustomerretentionand

evenimprovesthegoodwillofyourcompany.

Soinsteadoftreatingconsumercomplaintsasahindranceoraheadache,organizations

cantreatitasawaytobringaboutimprovementandgrowtheirconsumerbase.




