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ABSTRACT

Cunmplayawinw-umkinthekwlapmtojumicwmnohum-divﬁawﬂhwlhemm
Maﬁouafﬁehnautoflhcmmwisaba-mymeydidauimegnlpafafﬁemsydemqfﬂem
Though there is no activity without the consumer, although the consumers are being exploited by the unscrupulous
w-m,m:mdmmwgmlﬂqmlmwﬂmmmw In view of this, the
mnmmlrasalfmmluxbaamwﬁdbyﬁe(iamoflnﬁcmmminmtddmmmm-bv
kave disputes, grievances, and litigations with regard to trading activity without financial burden. The present paper focuses
c-MM&:MM«Q{CMMI&MRMIFM(CDRI-)udcbaﬁecblllalgabq'mﬁe
working of the forum. The performance of the forum is analyzed based on a number of cases filed and disposed of and
pending at the National level State level and District level forum. For analyzing the performance ANOVA statistical tool has
kul-ppﬁdhﬁndlherehﬂumﬁemamﬁgwd&pmdqﬁ

Keywords: Consumers, Government, CDRF. Cases, District and national level forums

1. INTRODUCTION

Every human being has a desire to use or to consume the required goods and services. It is an mntegral part of the life system, the
pleasure, and happiness of the customer is depends on the quality, quantity, availability, and price etc., of the goods and services.
Thus, consumers play a very important role in the development of the economic system. They are the foundation of the system,
no business activities without the consumers. But the consumers are exploited by the unscrupulous manufacturers, and sellers

Protection of the interest of the consumer is also a very essential and integral part of the economic system of the country. The
government of India has taken initiative to protect the welfare of consumers against a wide range of product and services; it has

passed a senes of Acts and mechanism to protect the interest of the consumers.

Among the series of Acts, Consumer Protection Act 1986 is a comprehensive part of legislation for protecting the interest of the
consumers. Consumer forums established under the Consumer Protection Act 1986 with the intention to protect the interest of the
consumers and provide better and speedy justice for unfair practices. The forum is a platform where both parties come together
reconciling their differences regarding their grievances, this Act set up the hierarchy of three redressal agencies, District Forum
and State Commission and National Commussion. Any person having a grievance against firm or trader can file a complaint m the
distnct forum for value up to rupees 25 lakhs, file complaint in state commission the value of Rs | crore and the national
commission for the value of above Rslcrore in respect of deficiency in goods and services. The present paper focuses on the
Consumensm, Consumer Protection and Functioning of Consumer Dispute Redressal Forum in India and also challenges before

CDRF

2. RESEARCH METHODOLOGY
The present study is based on the analysis of quantitative data. The data has been collected by a researcher from the concerned

official records, websites, and nght to information Act up to 30/09/2017. The collected data has been arranged and tabulated as
per the needs and requirements. The study analyzed and interpreted by using the ANOVA statistical tool has been applied to find

the relation between the cases pending and disposed of.

3. OBJECTIVES
(o study the historical aspect of Consumer movement.
[EFo study and evaluate the National Commission and state wise working of consumer redressal agencies in India
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[TTe evaluste the Distnict wane working of consumer redrassal agencies i Karnataka state
o anatyze the challenges bofore the functiomng of Forums

Hypothens:

Teo achueve the above obyective the following Hypothess i formul sted and tested
[] . There s a significant sssociation betwoen the cases filed, disposed of md pending
10 My There is no a significant associabion between the cases filed, disposed of and pending

4. REVIEW OF LITERATURE

Yashpal! Singh (2005) n s study, he analyses the performance of detnet consumer forwms i western Uttsr Pradesh As
y research. The study reveals that the rate of disposal s lesser than that of the number of regestered cases It also reveals

the increasing the pending case because of the new cases The study also analyzed thst agmficant difference has been swrfaced

amongst the performances of these dispute redressal bodies

De.Shambhav Garg(2010) papar entitied “An exploration into working and Performance of Consumer Disprte Rodrensal
Agencies in India the study highlighted the parformance of the different levels of agencies in Indsa The study also compares snd
analyzed the performance based on a number of cases filed. disposed of and pending in different states Further, the study slso
compares and analyzed the performance of these agencies i India

Gndn-K.-ur(ml.l)mhusmx!yhemtedﬂmWMM-Manunbevoﬂnmfmthep«mmmofw
consumers, but consumer protection act 1986 was one of the legislation for the speedy recovery of consumer problems Thos
mmmddanwlhemofnﬁ'umofﬂncmﬁ'aﬂiqxwoﬁmﬂnblldﬂndmﬁmm)mmﬂumﬁm
m 34 states induding Union Territories This paper revesis thet consumer’ s forums have been disposed of 92 35% 1t 18 further
observed that Manipur stood first with 97 59% disposal of the cases filed The District Consumer Dispute Redressal Forumms m the
smcomemnsnl%mhawnglomdupodwm,mmmneddmﬂ\emdldmdmdm
consumer dispute redressal forum in India is 95 35% 15 much better as compared to the Umon Terntory/ state commassions
84 13%, as well as the National Consumer Dispute Redressal Commussion is 86 55%

GDeepl.l)r.l(\’i{nymuu—w)hasnudemmnmmmwhmdmmhwﬂm Agencies
m Tamal Nadu lnmmtshliy,lheyﬁxmmlheongmmdmmofnmednnmofmmmdnmdFommsm!ntﬁl!a
different level. They studied the functioning of redressal agencies working in Tam| Nadu, in the form of settlement of complamis
by these agencies on the basis of secondary data from 2003-2014 mpaﬁwmmvedsﬁndsuﬂkmnnmh:ghaimﬂu
of the state commissions and the speed of state commissions was low To draw the inferences they used ANOVA statistical wol

for analyzing the data.

Sushma D B, Dr. A Venkataraju, Dr.G.B.Ganesh and Pramod Udupa.B(2015) their study is made an attempt 10 analyze the
working of Consumer Dispute Redressal AgmdainKunnaktThesludymdymsmewkmgofoommmdidamfym
bemml-:denemnlfminﬂmdng.dmsdytheirumkingmdtosuggeslmmmmdﬁndingsfmm
ofeﬂ'ecnvmmmurwrking.mstudyidamﬁedmsﬁledsinceincepﬁmismvetysn-llbeunmofhckofm
among consumers about their nghts Secondly, of the selected 12 district 9 districts in receipt of consumer cases toppmg the lst
-ndhislriasauhcbonom.‘nnstudyalsorevulsasfumdisposdofusaismnedl&muluwdenmm*dmyhdl

performance with more than 98% disposal.

data The researcher was selected 104 complaints (about 33%) of the cases filed Paper revealed that the majonty of cases filed for
m;mmmfommmmgatdingd\ecoupldnsofsaviwfmmmmdpnviemmThy
m‘n,ﬁ%mdieoon'pl:iﬂspuhiningtop«oduasmonlyé.n%mdiludwm statistical valuve regardmg
procedural awareness of lower mmdnwnﬁyﬁﬁmﬂyhdu.itmdﬂhm@mhwmm wwards
the remedies available than others

Bhamy V Shenoy (2017) in the research artides *Consumer Rights: India Needs to chart a different Path” has observed thet
consumer courts set up at the district, state, and national level have not fulfilled the intended vision of the consumer protecton
M‘(COPRA)lmmuﬂgjndobjecﬁveofpaﬂimmbmw&spudy;mﬁeemtmmqmmadm
lmTh’sdjdvetmrﬂ@'ﬂﬁllwbymmlrddsmmmhwahqmbm—wb
Mhmmdmaﬂmmmdemmmmwmmﬂuﬂmuyhawbe-nmutThe
udnfh.rdmodbﬁmitnudy%mmmapﬁuﬂmdlomlmhbmIZtulhonpwple Most of these consumes
NGO s lock for government handouts to exist Bynhlngmfmlhepvumtlheybmm»oﬁadsm
aﬂnrhmawmmmlmwmmmnveﬂdnmmmwunuumuuﬁ;

5. ANALYSIS AND INTERPRETATION

5.1 Histerical aspects of Consumer movement
Consumerisms are a social and legal force, which mms at protecting the nghts of consumens. It i a movement closely assocated
with the collective power of consumer dau'gmdmmuufwrmduhcd practice towards them by manufacturers, retaslers,

dedas.mdodms[l[&xmmmmdwlmmdmmdmwm Protection of their ntorest and nghts 1s vital
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to the general welfare of the masses. It is a national commitment for the welfare of the state like India. A National commitment

calls for the establishment of well regulated and independent mechanism to see and demonstrate that consumption of goods and
services get satisfaction for their money’s worth.

Consumer Awareness and consumer movement

Consumer movement comprehends the collective power of the consumer to take a country forward with respect to awareness,
education, and development. The philosophy of consumer movement is mainly centered around testing of consumer goods and
evaluating services offered and acting both as source and also as a cleaninghouse of information and formation and development
of new consumer organizations and providing advice, holding of seminars and rendering practical assistance in consumer
protection and consumer education activities.

Consumer movement is a social movement which seeks to enhance wellbeing and bargaining power of consumers. Consumer
movement has threefold objectives viz-

(i) Product safety: Product safety involves removing hazardous products, deceptive sales practice and consumer exploitation in
the market

(ii) Solution te consumer problems: Consumer movement interacts with the government to bring about appropnate new or
amended regulation and for ensuring compliances from manufacturers and for imposing penalties for violations. It also addresses
the issue of protecting consumers from health and environmental hazards by the government

(iii) Consumer information and awareness: Consumer movement aims at providing consumer information — mforming
consumers of Laws and products. (Quality, price, handling institutions and after sale services)

Consumer Grievances and Protection Consumer Rights

The consumer in India is faced with the problems of counterfeit products duplications and adulterations in the market. Consumers
are exposed to adulterated food, polluted air contaminated water, spurious, unsafe and substandard products especially drugs we
purchase and the recurrent shortage of essential commodities. Indian consumers suffer from humiliation and harassment in every
market. Consumers in India are heterogeneous in composition following different religions, speaking different languages using
sometimes different products and services and adhering to varied traditions. A deep-rooted cultural, economic, social and political
f':;:ehas made the consumer in India a mere receiver of goods and services rather than a chooser of what he would like to have

enjoy.

Measures for protection of Consumer Rights

Protection of consumer interests and rights has assumed paramount importance in view of the ever-increasing population leading
to demand a large variety of goods and services. Further, the market in the Indian context is largely seller’s market with litleor no
bargaming power on the part of buyers. Besides the buyers in India are not well organized and are not aware of their rights. Under
their circumstances, the traders are prone to indulge in unfair practices while dealing with consumers. Efforts are being made by
the Government and the consumer organizations to change the situations in favor of consumers and the ways and means of
consumer’' s complaints and protecting their interests are evolved through consumer Forums and consumer coundils under the
consumer protection Act 1986. Major objectives of these councils are to protect the basic rights of a consumer which is also the
objective of the consumer protection Act.

The six nights of consumers include:

1) The rights to be protected against the marketing of goods and services which are hazardous to life and property

1) The rights to be informed about the quality, quantity, potency, purity, standard and price of goods or services, so as to protect
the consumer against unfair trade practices

1i1) The rights to be heard and to be assured that consumer interests will receive due consideration at the appropriate forum

1v) The nght to seek redressal against unfair trade practices or restrictive trade practices or unscrupulous exploitation of
consumers and

v) The nghts to consumer education

5.2 Evaluation of the National Commission and state wise working of consumer redressal agencies in India.

The Consumer Dispute Redressal agencies are proving speedy and effectively disposing of the cases with few legal formalities.
The data collected from the concemed agencies the details of the analysis and Interpretation of the data has been presented in the
below-mentioned tables.

Table 1 provides the details regarding the cases filed, disposed and pending at all the state commission since the inspection.
Table 1: Details of the cases filed, disposed, and pending at all state commissions, since their inception (As per NCDRC) as

en 30-09-2017
S. Name of state No. of cases No. of cases No. of % of % of Aseon
Neo filed Since Disposed of Cases cases
Inception Since Inception Pending disposed i

National Commission 114931 98959 15972 86.10 13.90 30/09/2017
1 Andhra Pradesh 32866 32000 866 9737 02.63 31/0872017
2. A &N Island 111 106 5 95.50 04.50 30/062015
3 Arunachal Pradesh 103 92 11 83.95 16.05 3171072015
4 Assam 2807 2451 356 89.32 10.68 30/06:2017
5 Bihar 19164 16500 2664 86.10 01.39 31/07/2017
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13" | Dakshina Kannada ) SRS . ST B[ B kA R . SWCR:
F Thhacaad i i ] (2287 434 96 59 o341 |
ST B BT TR T SR i R R 7
T T burgi 3984 w9 145 [9636 | 0364
17| Kolar e M0 10 |9732 0268
- 3293 _| 3256 39 9882 —=Torle
18, | Rodeg 3793 331 Jez o837 10163 |
19 | Mandya 4810 4517 293 9391 | 0609
20 Mysows 13652 Thatee 486 964 36 |
21| Raichur 2636 NE L R PR L L AR L e
22 |Shmoga ] 6238 Teoge | 149 9761 | 0239 |
23 | Tumkur DRI T 479 SIS & MRS . T AN E .
24 | Uttar Kannada 3813 3709 | 104 9727 073 |
25 | Udupi 1915 1816 99 94 83 0517 |
26 | Davanagere 2512 2436 76 96.97 0303 |
27 | Haven R 5857 384|994 [0058 |
28 | Chamrajnagar 3784 3670 114 96.9 0301 |
29 | Gadag 3174 3070 103 IR | 0328 |
30 | Koppal 1090 1032 58 9468 | 0532 |
31 | Bagalkot 2173 1997 176 91.90 08.09 |
32 | Yadagin 66 48 18 2B |2127 |
Tetal 197428 188822 8606 9564 | 436 j

Source: Computed from the data collected from concemed consumer Forum

Table 3 shows that the average percentage of cases disposed by the district forum of Karnataka state is 95.64% the district forum
of Haven is functioning very successfully in disposing the cases it is 99.42%, followed by the Kolar, Dharad and Uttar Kannada
district forum is 98.82%, 98.54%, and 98.52% respectively. Further, the overall average cases pending 1S only 4.36%.

Table 4: ANOVA analysis

Sum of Squares|  df Mean Square F Sig. |
Cases disposes  |Between Groups _ |8.874E8 31 2.863E7 !
Within Groups ~ |.000 0 3.17525E-
Total 8.874E8 31 05 265
Cases pending  |Between Groups  |2795149.875 |31 90166.125
Within Groups .000 0
Total 2795149875 |31
BmdonlhcaboveANOVAanalysisitclearsdmttbereisasigniﬁcmnassociaﬁonbetmmﬂsemssﬁled.diwosedofmd

pendmg.

6. CHALLENGES BEFORE THE FUNCTIONING OF FORUMS
The present study makes an effort and identifies some of the challenges before the functioning of the forum:

a Cmneawmwsamugamsabomdlepmanissusofmfniruadepmﬁo&hwillbetheirg:uxdnl!asg:smd
responsibility to educate customers in the society

b. The consumer forum work process is slow because many posts are lying vacant.

¢. Quick decisions are a greater chdlengefor dl coundils and agendies in order to protect consumer’ s interest.

dDistrict consumer forum does not have the power to review its own order, once the judgment is given.

e. Grievance redressal is lengthy if opponent party ask for an adjoumment.

7. CONCLUSION

ln‘ﬁa,eomumpmcﬁonisalmysaswsmnoeofhugeconoem. The present paper confirms from the performance analysss
with regard 1o the disposal rate of cases of various Consumer Disputes Redressal Agencies in India. Also, it is a great concern for
the all the level of agencies such as district and state forums to act actively to solve the consumer’s problems wathin a short penod
of time. Itis found that district-level agencies are performing efficiently than the national level agencies In the light of the above
analysis that consumer forums (agencies) required to function still more effectively in order to decreases the cases pending.
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