!

Awareness Ab
g . S8 outCon R
Empirical Investeation op oy Rights |
é vestigation of Ed ghts in India; Ay
ucated Consu
mer in
Bawana, Delhj

Dr. Divya Sharma

Dept. of Commerce

‘ College: Bharati College
University: Delhi University

Abstract

Consumer rigl

. ghts are e 1

I OF the Cops essential for the ;

afe and “Fn’;ﬂmwrs, They create condz'l}z'jmw?twnhund maintenstl

Siss ¢ ana can develop hi o ons in which ev

we are more sophisi p his consumption pattern to th ery consumer may

into behaviour ]1 cated as consumers today, thi e fullest extele Although

: aviour w ;

India, the full :; 716111 favours ethical tmdingjf; dls does riof necessaiy traie

fa ¢ Jullest realizati ! nd puni. . ;

stage of full reali -nﬁonnot;o” of consumer rights z'spa d:ZES Wlteﬂﬂcal rrad ey

India. Altl N f consu ; m yet to come true. 1He

B A.’fl‘IOHg}I recent years llamer rights cannot be easih 0/7 uickl ettn'l d in

India to educate the consus v¢ seen remarkable effo fjb quickly

still much has to be dom,ﬂ;l:;]about their rights like otl’; , dy the glovemment‘m

el , u::muw the level of cons e b'etter protection of co o evel‘,’l’mg co.untﬂesl

and related legal procedur umer's knowledge about lind rights. This P

between availability of CO,;HSSOCIerd.It is a sincere ;”sexlsﬁngconsumer rights
: umer rights and knowledl; gt"f}Ipt to highlight the gap

of consumers about their

ri¢hts
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Introduction
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, pass

ged in
ties, at-?ome sort of activities
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) th h()spitals/d()ClOf‘)‘, ernpl(;'/eg:, with emopl )
J 1§ = .,}/)r/:,-rjr ‘;f.'" .

V‘"“f?,n.h(-tcp Here in €very field we know our rights and di
bod]c.stzpassengffl’, patients and employees etc. against vi r‘;‘ -
st”d{]?'r;;f agencies, hospitals/doctors, ﬁ‘mP’O':‘ff respactiy S mlen
yravel1ho ¢ ht to sit in examination ifa'rread-.-);;d:

e has a right to travel in a pub‘fif:—r‘ar;;;;g

that he has 2 rig
engerl nows ]:' .
ot fad aid the fare. There is no confusion neither in the mind of st
i csenger while using services of offering agency. If school do ;,:'J'
or p2 ¢ to sit in the examination dispite fees being paid fe ch ,
.- case O assenger and other relations mentioned above. B samefis
in¢ ically happening in case of consumers. B
It is @ universal fact that either directly or indirectly we
consumers- As soon as a 'being’ took birth he starts consumption for
food, washing, entertainment, health etc and continues to do so
not necessary that we

pathing, N . P
nd of his life. For being a consumer it is
ervices. Therefore, theoretically (and

consumer from his birth till death.
r life in a society but never
duties. Here it is necessary
hases a

the good and s

ry human being is a
ficant role we all play in ou

consumer rights as well as
onsumer. A consumer is a person who purc
e for a consideration, either for his persom} use
mployment. The consideration

practically) eve
This is the signi
pother to know our
to understand who is €
product or avails a servic

or to earn his livelihood by means of self-e
may be:

Paid

Promised

Partly paid and partly promised

It also includes a beneficiary of such goods/ services when such use i
made with the approval of such person (Government of India)

In the Indian society, the general publicis heard saying that "Te] 0‘:" or
Jameenjorkinahi to kisi or ki”it means that wherever any of the said three

clement (money, land and female) exist thereis 100% changes of contflict. Let

is thi ot in relation 1o
ful is this ‘old 52y ing' in relation ®

we e,\pcriuncc

us consi i
Ind: nsider how relevant and meaning .
an social concept. If deeply investigated via daily news, WE N

e tired of seeing and listening Crime

ating, trespass: fraud

N

that
0o
ur eyes and ears have becom

like ki : p
e kldnappmg, robbery, murder, rape
s evide

adultery, che frau
nt that most of the crimes too
d three elements.

an .
pl:cé“;ny likes incidences. Hence it1 .
boy ue to the involvement of any on of at.;ove.-CI e wealth. Henee
aboy ¢ all, not only in India, whole world is fighting .fm + main reason
e mentioned among them also Jr (Money / power) is the m«
©tries.

of confl:
nfl
ict between individuals either /or cout
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The process of cosumerisation is not By "y
g - IS not an except; g
ption. In gh;
' 18 pr

sum is involved. As we all know that in exc
a reasonable profit and at other hand consy
finally at the end of transaction everyone se
really Happy? Itis the bone of contention which always dj
restlessness among consumer rights pro NGOs andyjndl's
activists. The demands for rights were alw l
of humiliation, ill-treatment by provider of goods and servj
consumer rights itself is the biggest proof of presence of ulceth
ill-treatment, tortured, cheating and humiliating type :fe
prevailing in the marketsince long for the benefit of ulfscru %
middlemen and the manufacturers of goods and services C%u

0
hange Process markeCess hug(.

Mers get desir L

Ed PrOd de

ems happy. Are the cop u;t ang

mOrs

furbs ang Create,
vidua] Congy

ays an outcome of long pro,
ess

S. Pr esence of
ical, illegy]
ctivitiess)
lous seller/
nsumers aro

still being cheated by adopting malpractices like adulteration, underwe:

supply, mferior quality, duplicate goods, misleading advertis,emenfweilght
on. Thatinterprets, in years ago when the demand fo?consumer ri ht:rrlis )
}‘»c t ore that, an urgent need for them must be recognized by the sogciety. Beusé
;(-\iu._\ also besides having number of consumer rights we are not only il
x%ated, cheated but alsoharassed and be-fooled by unscrupulous seller/
m]ddlemen and the manufacturer of goods and services.This simplistic
notion has been challenged since inception of 'Market',might be initially

were

lone i . .
» uncoordinated voices existing and criticizing the power

;::ﬁfl?tn;euf:;zzﬁm(fg between Marketer/Seller and Consumers. But
2 part of the sy of the hour that we all become united, activist andbe
against the shortcoe e ordgr 0 Sheourage a more aggressive s@nd
a huge amount on mxrg? Pf selling tElCl“fcs.DeIhi Government is spen.dmg
but accordine PUbUEty for spreading awareness of consumer rights

§ to me these efforts will be worthless unless these rights are

Tecognized /adopted and given
and secondly by second
SUTPrising fact that even educated
by the marketer. The Co
measures enacted by Go
consumers' at all Jevels. g
consumers which
Act 1986section 6 reco
(Consumer Protection A

many

Objects of the
shall b

°*n due importance firstly by the consumer
party i.e. seller /manufacturer or traders.Itis quite
consumers are habitual to be exploited
nsumer Protection Act, 1986 is a prominent leg

vertnment Qf Indja for safeguarding the interest 0
eu lthe-se rl_ghts are most of the time unknown t0
grsul']7 . H;t(]) Inaccessible. The Consumer Protection

zes : N,

ct 1986): ollowing six rights of the consumers
Central Council, —
and protect the .’

the right to pe righ
services] which

The objects of the Central Council
ts of the consumers such as, —

nst the Mmarketing of goods 1[and
to life and Property;

ut the quality,

€ to promote

pProtected agaj
| are hazardous
the ri i

right to pe informed abo
Quantity, potency,

N
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oY tandard and price of goods 1[or services, as the case may
urity, S otect the consumer against unfair trade practices;

be] 50 25 10 P d, wh ibl iety of
\ to be assured, w erevgr. pOSSll e, access to a variety of
the right nd services] at competitive prices;
0ods e be heard and to be assured that consumer's interests
i due consideration at appropriate fora;

cck redressal against unfair trade practices 1for
or unscrupulous exploitation of

the ]’ig ]
will recerve

right to S :
th:tricgtiVe trade practices]
re

consumers; an
the right to cOn"

and the above liste

_ It is right to be . .
Right 19 Sflety hich are%\azardous to life and propert}.f. U_nsafe 50°d5
and seriee? W or death to the user due to defective ingredients,
- m]u:};vorkm.amship otc. Thus it has to be ensured that—

00 !

: d seller must ensure that the goods are f,afc
they should give clear instructions
d of the risk involved inimproper

mer education.

d rights in detail
protected against the marketing of

Letvs underSt

oods v
ma cause serl'
inordinate design,

traders an

Manufacturers,
for the users, in case of hazardou's goods,
astomode of use and consumer 1S mf;)rl;fme o
use of goods along with vital safety mform :

i aw

Manufacturers or middlemen, who bec:lgéilie e
hazards even after the goods wgre 51C11pp tlo f;)rewar
authorities and the public at large I order
such hazards.

Where a product is found likely to be.t Ao e the same, o
properly used, traders should either recalll c‘ompensate Y e loss
replace it with a new product, or adequately gt

icht to be informed about the e e
s rlgstan dard and price of gogdsdz practiccs
i fair tra
r against unt deprac
on;urm eAd(:.t;quate information 15 V€.
er.

are of the unforeseen
get informed the
n consumers about

hazardous even when it 15

Right to information - Iti
quality, quantity, potency, purity,
etc. for the sake of protection of ¢

adopted by manufacturer and tra .. In our countrys however
important in order to make use and buy decisior ation which can help 1o
‘onsumers do not get adequate/ standard inform

3 difficult.
; 1510 ) :
take decision of purchase. As a result buymng d‘fm requisitei ation
herefore consumers should be given -maXITnarket for sale.
“bout the product and services available in the made meant
. e « .
Right to choose - The right to choose cz.m bat comPctih\'c
ring access to a variety of goods and services
e .
Market with novelties.
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and  elfeclive competition  can
providimpwidestrange of products and se

consumers

only
rViCL's

Night to be heard- 1t is right (o be he

‘ ) ard and
consumer's interests will receive due conside fo be

ration at A8
A . . a ]
case obany contlict ot interest and disputes, the con pprop”afefor;ha!

. . Sum R
heard by the appropriate authority. Now-a-days by gmd,:: hasang ttoén
suchas Tata, Reliance, Banks, Institutions like Delhi Uni\:erg;:‘o’ anisaﬁon:

1ty hay,

thew own consumer grievances cell with a view to provide €Sety,
services to consumer and right to be heard. PErsonaliy,,

Riglit to redressal - It is a right to seek redressal against unfaj

practices or restrictive trade practices or unscrupulous exploita

COnNsuMmers,

I trado
tion of

W\ h‘vn consumers are wronged/fraud in a market for any transaction
appropriate and adequate redress mechanism must be available, The
Consumer Protection Act has ensured this right by establishing Consumer
Forums and recognising restrictive and unfair trade practices as a ground
to file a complaint.

Right to education - The right to consumer education is a right which
ensures that consumers are well-informed about the practices prevalentin
the market and the remedies available to them.

OBJECTIVES

ne
€

present research work is ansincere attempt to investigate (probe)
" o the level of awareness among educated consumers about consumer

7ishts recognized by consumer protection Act 1986. The study is carried

1t the following specific objectives:

1. Tostudy the level of awareness of consumer rights among educated

consumer in study area.

T ” . 1 er
o ‘f. study the level of awareness of redressal mechanism of consum
2d disputes.

METHODOLOGY

he stu

Lhe study is mainly based o i e
o Sudy ) n the primary data collected throug
da ‘,“;mzi:,:e iT(;m the educated consumers of Bawana, Delhi.Prilt ar)’

; ) w:;edcei LSfrom 200 respondents of two groups primarily consisting
sucents and educated ladies, A gap analysis was done wi 5
: een the knowled f ights ar
actual practice. itati §# Of consumex, &g
; (?y Both quantitative and qualitative analysis was done.F()f

Ction a section i i
on s of the society duly experienced of market activity’
» 8CuvVe and energetic were targeted.

———
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LITE res are flooded with articles, research papers, findings,

Literatu . the topic consumer rights. Consumer awareness studies
s etc O Tainly on explanation of available consumer rights and the
atare to get redressel in case of any dispute (Kuwakhedawala,
e how d the consumer awareness with brand. as per the author
ne‘relatfhat one issue that need to be kept in mind is that since
he generallzed nd context almost always involves a price tag for the
umer-bra it has an inherently strong element of exchange, As
orms in a commercial context are likely to be
his underpinning of exchange-ness even in
garwal, June 2004).on the other hand a study
talked consumer in context with small business. He also
the i b of the Trade Practice Act Or the ACCC to protect
t the JO tect competition and welfare of Austrian
ver that business are also consumers.
. Let us n?(: frc:dg:;: Ocv(:,:ts and increases choices, service andt
Every Olpporf gr;lcgls helps business as weg. The ]mtt(e)::::sstucifh c:gsxt;rr;ezz rézj
availability O ups gOVernments and regula if this implies that
with consumers &1 ﬁpﬁ(,m is muscular and lawful, even It tus 1th;; s e
o ensure that cOmpPe tially damagingto some players in tof
ive and potentially : arily in enactmen
Eéfiﬁ?xg 5009) One more study miﬁf::::'dixﬂggst, in development of

. the pur o forcement of
s that secure - ming at enfor

legal T egu.lza:lon tional infrastructure aiming 1 of the study

the organt

have seen thatno
¢ 009). So faar we ! consumers.
consumer rights (Warsaw, 2009) ghts among
. . leve
is targeting the

WSATEress ohieo r awareness but
triéc? fto ascertain the level ofkco:vsvlll;eg ] aboutcertiﬁed
ot e aUFhor ilable consumer right but.the nd expiry at the time of
o arecahlf 1‘/?\;{;]) date of manufacturmg ando ngt check about the
D e, e , jority of them .o of them have
d that maj aiority
purc}?se.tsHe ecg Ii'lr(ilul;hccleeproduct. On the othetr hand, maJ
ingredients us S put'0
thg knowledge of Consumer Courts, bu

a
roduc /e relationship 1
moderated' by t
someW | relationship- (Ag

. t is nO .
said that I it is our job to pro

S onden :
f total resp out different
umer Cour

have ever gone to the Cons d consumed-
commodities they puthase;i tli:m insis
the study that, majority © er dura . c ;
purchase, but, it is limited to consuafi“ti . gdvds is purt4 0% Onndmf
non-durable goods when large qU "
2015).0ne important study by
are not aware about how and wdeﬁcienc}’ inse
delivery a defective product or . clude

item (Kapoor, 2015) It is also €

eC
oy o1 n_l can Pro
of his rights and responsxblllty not only
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™ Perspg,.
er sovereignty a reality. A survey was co Clivg
n "level of Consumer Awareness” by a Jai nducteq on ,
The findings are very shocking for all of us that on buyir}:ur baseq N o
only 38 percent ask for a bill, revealed the survey COnduegteZcom
consumers across 19 states and 3 Union territories. ove

"In Chandigarh,
consumer courts in the
notice of the consumer

and even then they are reluctant
says SurinderVerma,

cent of the respondents were aware of the Consum
f the total respondents, only 3 percent approached theer
dressal, while 0.1 perecnt approached
rcent rated the grievance redressal
ult. As per the responses to the survey, 75 percent of the
ly redressed while 18 percent of such unresolved
cases were taken to a higher authority for redressal. Over 68 percent of
the cases were not redressed within stipulated time frame and the major
reasons for delay in redressal was found to be adjournment sought by
advocates or parties follo_vs:g?.by lack of adequate administrative or support

staff (Yadav, 2012).
George Cheriyan from

make consum

same campaig
modjty;

T 1149

we have seen very low levels of awareness ab
people who approach us for assistance T"fhout the
disputes redressal process only when tne t;y tak-e
to complain and prefer to settle iilone;? 5
the court,” Chairman of CAG. de
Only 20 per
Protection Act. O
consumer forums for grievance re
the sector ombudsman. Seventy-eight pe
process as diffic
cases were not proper

ernational discusses

CI member CUTS Int
oor state

the results of a survey conducted in year 2012, showing the P
of consumer awareness in India. Even after 25 years of the Consumer
mers know

only 20 percent of consu
consumer rights. 53 percent

dress system (Consumer
derstand why W€
ket inspite being

Protection Act (CoPRA) in India,
about it and only 42 percent have heard about
of consumers are unaware of the country's re
International Blog, 2012). Hence it is most urgent to un
as a consumer not playing a prominent role in the mar
in large quantity (masses). What the author could realized is that theré is

a big gap between education and consumer education. Means ever if A
consumer is educated it is not compulsory that he is educated about his
consumer rights also. There is a need to check the gap.

INTERPRETATION OF THE DATA

. };I‘r}emsec:)l:jec}ted data from the respondents th
nted here-in-under i i i
i er in table form with detailed anal

rough questionnail'eS
ysis an
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(iruamiﬂg o Indi
Table 1: Level of Education of Respondents
12 Pass Graduated 0 IR
R ther Higher Edu
eeor O o cation
60 10

o check the level of awareness of consumer
The % qucated Consumers. All targeted population is well educated.
the above table that out of the 100 students respondents
der graduate course and in other category

e of research ist

nd pursuing un
60% are graduate and 40% are even more

thpass a '
lf];ég esgondents i.eladies,
educated “
Table % KnOWIedge of Slogan IagOGrahakIago',
sl A Jago”

Unaware

Government of Delhi for

_ It is pleasant that
an. All must

n given by
! ]agoGrahak]ago"
e about this slog

Well known prominent slnga
e of Delhi consumer 15 .
i tegories 15 awar
100%population of both the ca ware abot
have }I:eard about this slogan and are familiar with it.
her information communic

Table 3: Knowledge of ot 0
Slogan "]agoGrahak]ago
Websites relate

the welfar

ated with

d info.

Category of Re- i Helpline Numbers
 spondents | — Awar;/ /"'Lﬂq}ﬁﬂgﬁ B
— |10

Ladies
. eto notice.
From the above table, surprising and shocklngfrest;l;i,c::\ the penplc
The very purpose of slogan to educate people got de eg complaints can be
are unaware that how and where consumer .,rdated nts are awared out
made. From the above table, evidentthat only 7% Smb cu( websites And 1
the helpline numbers and none ofthem are aWar® adoladivq is even M
the similar context the knowledge levetlhOf Egr};?;i numl";”r‘ or websife
new either

discouraging that none of them k
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10 e d: [dentification of Consumer Rightg

Tab _— _—
_ : Students ‘Lﬂ“es

ights 70 100
‘ll?'gl { (o ask for Bill/Fiscal Rece ipt ]007 I

ight to o0
Right to VChoi(‘c S 5
| Ri{;hl 10 Return the geods 78 — —— ‘
t , oy
‘lRighl to Safety : ! 84 . ﬂ\'
“Righljo ]nforma;mn . —i= 7_ = \J
‘ Right to ;ch:'.rm o — EO D’

: *ducatic [
1R|ght to Educ s 0 .
Right to R(‘Qressal - o

e *—“N

The above table portrays the level of awareness to ascertain and
identify the rights available to cor}sumer. A readymade list of rights
including some garbage data is provided to ree.;pondents. Itis very painfy|
that 100% population of ladies and 70% population of students are assumin
that Right to demand bill/fiscal receipt is our consumer right, which is
not. The table is self-explanatory about the prevailing mind set of educated
consumer what to say about uneducated consumer.

Note:The level of awareness of each right is checked separately

by asking some arbitrary case study/questions/examples from the
respondents. From table no. 5 to 11

Table 5: Knowledge of Right to choice

Categon ‘ Students (P=100) Ladies (P=70)
were 190(90%) 62 (88.5%)
mevere  [10(10%) 8 (11.5%)

Itis concluded that out of total population of 100 students only 9%
uo:d;rstatx;]ds the right and 10% population know nothing about this. right.
e Ofe c her handAOUt of 70 female respondents 88.5% are familiar with the

nightand still 11.5% are ignorant in regard to its benefits.

_— &e‘ 6: Knowledge of Right to safety

-

valeg(}r}

Avare ———— Students (P=78) Ladies (P=62)

Unaware ———(96(17%) 31 (50%)

T |22(28.2% 50%
The level of awarenes o LHLH) 31 (50%)

SOme arbitray
concluded th

, of each rj htii h lv by asking

V cas ght is checked separately by &

at zzet Sot;l ?y Or éxamples from the population and then it
%@l population of 78 only 71.7% understands ¢
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ing @

4 28.2% population know nothing about this right. On the other
right " ¢ of 62 respondents 50% respondents are familiar with the
pand © d still 50% are ignorant to the benefits oﬂhis'right.

(room

use of

shtan )
i Table 7: Knowledge of Right to Information
T ] ; 7,:,, Stg(lf}nrs (P:é‘i) R  : ) Wa}@ﬁ:ﬁf ]
CategoY ——— S |B1(%64%) 1 69 (89.6%)
AuEE 36519 |8 (10.3%)
Unaware¢ —

[t can be concluded from above table that out of total students’

ulation i.e. 84majority 96.4% understands the benefits of the Right of
I Oformation and out of 77 ladies respondents again a majority are familiar
v:ith the use of right.

Table 8: Knowledge of Right to be heard

"C‘a’[e’éofr; | Students (P=70) Ladies (P=70)
‘ Aware 45 (64.2%) 46 fGi.T
Unaware 25(35.7%) 31 (18.5%)

It is crystal clear from the above table that average population of
students as well as ladies knew about the right to be Heard in detail and

rest of the population have only introductory knowledge of this right it
could be only name/ title.

Table 9: Knowledge of Right to Education

 Category | Students (P=50) Ladies (P=30)
Aware 27 (54%) |5 (16.6%)
Unaware | 23(46%) 25 (83.3%)

Table no 9 indicates that almost near to 50% population of students

?tmd Very_leSS (16%) population of ladies are conversant enough with regard

; beneﬁts of right to education. On the other hand majority of ladies

Er?gu}jahoh and about 46% students are confused and ignorant of the uses

majOrie;:,ems of this rights. During detail discussion it was identified that

of confy -Of Population is unaware of this right is due to general perception
sion b

. etween right to information and right to education, which is
a dllemma.
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Table 10: Kn t should take necessary and signifi
— 0100 g . gnificant measures t
o — ’@Ma Ladles (P=gg) szvii-depth Knowledge of consumers rights to all section of pe;plz
(000 100 (100%) Pml‘;ded " weated one.
et g :

Unaware ——— A//—\}
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The level of awareness of Right to Redressal is very high but on the
contrary the way to redressal is not known to majority of respondents,
74% of population does not know what fees they need to pay and which
documents are required to file a complaint. The gap between knowledge of
right and the way to use of right is broadly wide

CONCLUSION

Summing up, educated population consumers are supposed to be
well acquainted with consumer rights but the fact is far away than the
presumption. It was experienced during data collection that almost 99%
population was not able to name all the consumers right when list of
consumer rights (with garbage data) was not provided to them. After
seelng the list of rights also most of the respondents were gassing the
2?5“6“' P_””“g direct and detail discussion on every consumer right
abizrta:}ile} t;t}‘::lfs concluded that majority of respondents was not aware
oplatiod :\ Cfahtles, benefits and uses of consumer rights. Most of_the
to KﬂOWledg:S ItOUnd conf ll.Sed between Right to Information and Right
about three tiér reg’:es al]so ldenhfled that majority of population knffw
of respondents are 5 :S: Mechanism but on the contrary only one- e
formalities for filling a cre abO“” _the documents required/ fees paid I
RECO omplaint in consumer court.
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thy suggestion that Consumer Protection Act should be

t base g
nth [:Zhalnd Right to take Bill/Fiscal Receipt” should
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