
CONSUMER PROTECTION IN MIZORAM WITH REFERENCE TO 

CONSUMER PROTECTION ACT, 1986 

A THESIS SUBMITTED IN PARTIAL FULFILMENT OF THE 

REQUIREMENTS FOR THE DEGREE OF DOCTOR OF 

PHILOSOPHY 

BIAKTHANPUII 

MZU REGISTRATION NO. – 69 of 2011 

Ph.D REGISTRATION NO. - MZU/Ph.D./877 OF 22.04.2016 

DEPARTMENT OF PUBLIC ADMINISTRATION 

SCHOOL OF SOCIAL SCIENCES 

JULY, 2022 



 
 

CONSUMER PROTECTION IN MIZORAM WITH REFERENCE TO 

CONSUMER PROTECTION ACT, 1986 

 

 

BY 

Biakthanpuii 

Department of Public Administration 

 

 

 

Supervisor 

Prof. Lalneihzovi 

 

 

 

 

 

 

 

Submitted 

In partial fulfilment of the requirement for the Degree of Doctor of Philosophy in 

Public Administration of Mizoram University, Aizawl. 



i 
 

 
                         MIZORAM UNIVERSITY      Post Box No. 190 
                             AIZAWL: MIZORAM        Gram: MZU 
          Phone: 2331612 
                                  E-Mail: mzupa14@yahoo.com 

 
 
Prof. Lalneihzovi                                                             No. MZU/ PA- Ph.D./M.Phil. /2007/ 
Department of Public Administration                                                    Dated: 13/07/2022 
 
 

 

CERTIFICATE 
 

This is to certify that Miss. Biakthanpuii, Registration No. MZU/Ph.D./877 of 

22.04.2016 with extension date of 22.04.2024 has worked on the research titled 

‘Consumer Protection in Mizoram with reference to Consumer Protection Act, 1986’. 

This is an original research work conducted by Miss. Biakthanpuii, under my 

supervision. She has worked methodically for her Thesis being submitted for the 

Degree of Doctor of Philosophy in Public Administration of the Mizoram University. 

This is to further certify that the research conducted by Miss. Biakthanpuii 

has not been submitted in support of an application of this or any other university or 

an institute of learning. 

She is duly permitted to submit her Thesis for examination. 

 
 
 

 
 
 
 

(Prof. LALNEIHZOVI) 
Supervisor 

 
 
 
 
 



ii 
 

DECLARATION 
 
                                                            

            Mizoram University 
     July, 2022 

 
 

I, Biakthanpuii hereby declare that the subject matter of this thesis is 

the record of work done by me, that the contents of this thesis did not form basis of 

the award of any previous degree to me or to do the best of my knowledge to 

anybody else, and that the thesis has not been submitted by me for any research 

degree in any other University/ Institute. 

This is being submitted to the Mizoram University for the degree of Doctor 

of Philosophy in Public Administration. 

 

 
                                                                                                                
           
 
    (BIAKTHANPUII) 
                                                        Candidate 
 
 
 
 
 
 
 
( Prof. A. MUTHULAKSHMI )    ( Prof. LALNEIHZOVI )                                                              
                  Head                                                                                 Supervisor 
 
 
 
 
 
 
 
 
 
 
 



iii 
 

ACKNOWLEDGEMENT 

 

First and foremost I am grateful to the Almighty God for blessing me with the 

opportunity and health for the completion of my study. 

I convey my heartfelt appreciation to my supervisor Prof. Lalneihzovi for the 

kind help and guidance that I have received and without whose persistent guidance 

this Thesis would not have been possible.  

I am deeply indebted to the faculty members of the Department of Public 

Administration Mizoram University, for their valuable feedback and invaluable help.  

I would also like to express my deep gratitude to all the respondents whose 

response was of crucial importance without which this study would have been a distant 

reality. My sincere, gratitude to all the staff of Grievance institutions and consumer-

related agents who have spared their valuable time and who served as a major 

contributor towards the completion of this study 

In conclusion, I would like to express my gratitude to my family, particularly 

my husband Lalmuanpuia Rokhum, for his generous help and support. I am thankful 

to my children for being my inspiration for the completion of this research. 

 

 

Date: 13/07/2022           (  BIAKTHANPUII ) 

Place: Bungkawn, Aizawl 

 

 

 



iv 
 

CONTENTS 

            

Supervisor’s Certificate          i 

Candidate’s Declaration                                                                                ii 

Acknowledgement                                                                                                    iii 

List of Tables                                                                                                       ix-xii                                                                                               

List of Charts/Figures                                                                                        xiii-xv                                                                  

Abbreviations                                                                                                    xvi-xvii 

                   

CHAPTER – I        INTRODUCTION            1-23                                        

CHAPTER – II       CONSUMER PROTECTION  
          ACT,1986: AN OVERVIEW           24-53 

 
CHAPTER – III      CONSUMER GRIEVANCE MECHANISM 
          UNDER CONSUMER PROTECTION ACT,1986        54-81 
 
CHAPTER – IV      AREA UNDER STUDY          82-101
     

CHAPTER – V       AGENCIES FOR CONSUMER PROTECTION  
          IN MIZORAM                102-137 

 
CHAPTER – VI     ANALYSIS OF DATA AND INTERPRETATION      137-164 

CHAPTER – VII    CONCLUSION                165-186 

APPENDICES:                   

i) Questionnaire – I            186-189 
ii) Questionnaire – II            190-191 
iii) The Consumer Protection Act, 1986         192-204 
iv) The Mizoram Consumer Protection Rule, 1987        205-212 

 
BIBLIOGRAPHY             213-223 

BRIEF BIO-DATA OF CANDIDATE             224 

PARTICULARS OF CANDIDATE               225 



v 
 

LIST OF TABLES 

 

     No.                      Title                       Page No. 

Table 1: Total number of Consumer complaints filed/disposed                             

  since inception under Consumer Protection Law.   60 

 

Table 2: Statement of cases filed/disposed of/ pending in National         

  Commission and State Commission (As of 24.03.2021).        72-73 

 

Table 3: District Wise number of Fair Price Shop.    85 

 

Table 4: Consumer Affairs Statistics at Department of Food Civil 

  Supply and Consumer Affairs, Mizoram.    93 

 

Table 5: Total number of cases filed /pending/disposed since inception  
 
                        at Aizawl District Consumer Dispute Redressal Commission           94 
  

 

Table 6: List of Branch Members of Mizoram Consumer Union           111 

       

Table 7: District Consumer Association Affiliated with MCU 

  in order of year of Affiliation.                  110-120 

 

Table 8: Total number of Case filed/Case disposed/ since inception 

                        at Mizoram State Consumer Disputes Redressal  

                        Commission as of 2020                                                                     124 

 

Table 9: Number of cases filed / disposed / pending since inception in 

                        different District Consumer Dispute Redressal Commission 

                        Mizoram             128-129 



vi 
 

Table 10: Whether Consumers are aware of the various Consumer  

                         Rights given under Consumer Protection Act,1986                        139 

                  

 

Table 11: Whether Consumers agree with the statement ‘Consumer                       

  is King’ in the buyer’s /seller’s market                                             141 

             

 

Table 12: Whether Consumers find it mandatory to trust a retailer               
  before  making a Purchase.                                                           142 

                  

Table 13: Whether the advice of retailer / seller affect the buying                   
  decision of Consumers.                                                                     144 
               
 

Table 14: Consumer’s perception regarding the requirement for                   
  initiating Consumer Service centers.                                               145 
                
 
Table 15: Where Consumers get information to solve Consumer                  
  related  problems.                                                                               146 
 
Table 16: Whether Consumers find there is a need for proper                      
  Consumer communication Channel.                                               148 
                 
 
Table 17: Whether proper return / exchange policy is required                     
  according to Consumers.               150 
              
 
Table 18: Whether the Consumers are aware of Consumer Redressal             
  facilities in their Locality.                                                                 151 
 
Table 19: Whether the Consumers are aware of the work done by                 
  Consumer Redressal Facilities in addressing Consumer 
  problems.                                                                                   153 
 



vii 
 

 
                                                           
 
 
Table 20: Whether the Consumers are aware of facilities for                           
  checking the quality of Essential goods received through 
  Public Distribution System.                                                           155 
 
 
Table 21: The level of perception of the Employees towards their                   
  Department Citizen’s Charter.              156 
 
 
Table 22: The Employee’s level of awareness regarding rights 
  given to Consumers under Consumer Protection Act,1986.           157 
 
Table 23: The Employees perception of the Department’s role in                    
  assessing the need of Consumers in Mizoram.            158 
 
 
Table 24: Whether the Employees have undergone training for                       
  Consumer related issues.               160 
 
 
Table 25: Whether the Employees get proper guidance from                          
  authority addressing the Needs of Consumers.            161 
 
 
Table 26: The Employee’s perception of whether they think                            
  Consumer Protection Act. 1986 helps in the effective 
  working of their department.               162 
 
 
Table 27: Whether Employees think Consumers of Mizoram are                          
  aware of their rights.                164 
 
 
 
  
 
 



viii 
 

LIST OF CHARTS AND FIGURES 

     No.      Title        Page No. 

 

Chart 1: Rights given to consumers under Consumer Protection  39
  Act, 1986.  

Chart 2: Comparison between Consumer Protection Act, 1986 and  
                   2019         49 
 
Chart 3: Consumer Dispute Redressal Agencies in India under Consumer 
  Protection Act, 1986.        59
          
Chart 4: Organizational set-up of Department of Food Civil Supply            
  and Consumer Affairs.               105                                                               
 
Chart 5: Organizational set-up of Legal Metrology Department,              
                   Mizoram.                 136 
 
Figure 1: Whether consumers are aware of the various consumer                  
  Rights under Consumer Protection Act, 1986.            139
          
Figure 2:   Whether consumer agree with the statement                                                                                     
  ‘Consumer is King’ in the market economy.             140                             
            
Figure 3:   Whether consumers find it mandatory to trust                                 
  a retailer before making a purchase.                   142 
 
Figure 4: Whether the advice of retailer/seller affect the buying decision       
  of consumers.                 143
             
Figure 5: Consumer’s perception regarding the requirement for initiating       
  consumer Service Centers.               145 
 

Figure 6: The source of information for consumers to solve consumer            
  related problem.                146 
 
Figure 7: Whether consumers find there is a need for proper consumer           
  Communication Channel.                                                148
        



ix 
 

Figure 8: Whether proper/Exchange policy is required according to               
  consumers.                                                             149     
 
Figure 9: Whether the consumers are aware of Consumer Redressal              
  facilities.                                                                        151
            
Figure 10: Whether the consumers are aware of the work done by                   
  consumer redressal Facilities in addressing consumer  
                  related problems in their locality.                         153                   
         
Figure 11: Whether Consumers are aware of facilities for checking  
                  the quality of essential Goods received through PDS.           154
             
Figure 12: The level of perception of the employees towards their 
  Department Citizen’s Charter.              156    
 
Figure 13: The employees’ level of awareness regarding rights given 
  to consumers Under Consumer Protection Act, 1986.           157 
 
Figure 14: The employees’ perception of the Department’s role          
  in assessing the needs of Consumers in Mizoram.            158 
 
Figure 15: Whether the employees have undergone training for 
  Consumer related Issues.               159       
 
Figure 16: Whether the employees get proper guidance from authority   
              addressing the needs of consumers in Mizoram.                      160 
 
Figure 17: The employees’ perception of whether they think Consumer  
             Protection Act, 1986 helps in the effective Working of their  
  department.                                                                        162
      
Figure 18: Whether the employees think if consumers in Mizoram      
  are aware of their rights.                                                           163 
 
 
 
 
 
 
 



x 
 

ABBREVIATIONS 

 

AAY    Antyodaya Anna Yojana 

ADCSO  Additional District Food and Civil Supplies Controller 

ADMN  Administration 

AGMARK  Agriculture Marketing 

AIR    All India Radio 

CCC    Consumer Coordination Council 

CCTV    Closed Circuit Television 

CCPA   Central Consumer Protection Agency 

COPRA   Consumer Protection Act 

C.P.C    Consumer Protection Council 

CPA   Consumer Protection Act 

CUTS                         Consumer Unity and Trust Society 

DCSOs   District Civil Supply Officer 

DDK   Door Darshan Kendra 

DFCS&CO   District Food Civil Supply and Consumer Office 

EPOS    Electronic Point of Scale 



xi 
 

FCI    Food Corporation of India 

FCS&CA   Food Civil Supply and Consumer Affairs 

FICCI                         Federation of Indian Chambers of Commerce and  Industry 

ISI   Indian Standard Institute Marks 

LPG    Liquified Petroleum Gas 

LO   Liaison Officer 

MCU    Mizoram Consumer Union 

MRP    Maximum Retail Price 

MIMA   Mizoram Merchants Association 

NCDRC  National Consumer Dispute Redressal Commission 

NFSA    National Food Security Act 

NGO    Non-Governmental Organisation 

OA    Office Assistant 

OMSS    Open Market Scales Scheme 

PAS    Public Address System 

PDCs    Principal Distribution Centres 

PDS    Public Distribution System 

POL    Petroleum, Oil and Lubricants 



xii 
 

PPP    Public Private Partnership 

P&E   Power and Electricity 

SCH    State Consumer Helpline 

SDO   Sub Divisional Officer 

SDCs    Sub Distribution Centres 

SDF&CSO   Sub-Divisional Food & Civil Supplies Officer 

SUPDT.ESTT   Superintendent Establishment 

SUPDT.GS  Superintendent General Supply 

TPDS    Targeted Public Distribution System. 

UGC    University Grants Commission 

UN    United Nations 

UNGCP   United Nations Guidelines for Consumer Protection’ 

USA   United States of America 

US    United States 

VCOs    Voluntary Consumer Organisations 

YMA    Young Mizo Association



1 
 

CHAPTER I 

INTRODUCTION 

A consumer is one who purchase goods for private use or consumption. 

Everyone consumes products and services be it tangible or intangible resources to 

survive or to make life easier. If any person: either (i) buys any goods for consideration 

or (ii) hires or avails of any services for  consideration, he is a consumer.1 The act of 

buying goods for commercial purposes, however, does not fall under the category of 

being a consumer. On the other hand, when a person buys machinery for self-

employment to earn his livelihood and the purchase is not for commercial purpose, he 

is, therefore, a consumer.2  

The concept ‘Consumer’ is a term that is comprehensive and dynamic as it 

refers to all individuals within a society. The concept has been interpreted by scholars 

and thinkers and there is no universally accepted definition of the term. In India, the 

Consumer Protection Act,1986 defines a consumer as one who buys any goods for 

consideration or one that hires or avails of any services for a consideration. Mahatma 

Gandhi, the Father of the Nation, had categorically stressed the importance of 

consumers in these words in 1934, ‘Consumer is the most important guest in our 

environment. He is not dependent on us. We are reliant on him. He does not interrupt 

us in our work. He is the motive behind it. He is not an outsider in our business. 

Consumer allowing  us an opportunity to serve him is favour on the part of the seller 

 
1 Kumar Narendra Dr.  R.K., Bangia (2013). Law of Torts Including Compensation under Motor 
Vehicle Act and Consumer Protection Act, Haryana: Allahabad Law Agency. 
2 Section 2 (b), Consumer Protection Act 1986. 
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and not vice versa’.3 The consumer is the focal point part of the nation’s economic 

cycle as other developmental activities centre around him.4 They play a crucial role in 

the economic system by creating healthy competition in the market thereby elevating 

the qualitative supply of goods and in the process, they generate significant benefits 

for the community. 

The family is the major consuming unit in  society and the income of the family 

are used to buy goods and services to fulfil the needs and desires of its members. There 

are millions of families and collective consumer action constitutes ‘demand’ for goods 

and services.5 Consumer’s choice is constantly affected by the markets or where goods 

and services are exchanged. The lifestyle, income, status and morale of the family, 

peer pressures, trends in his locality, competitive spirit, growing need and demand 

have a direct influence on the consumer’s buying behaviour. However, a person from 

a deprived or poorer section may not necessarily be impacted by outside pressure as 

the consumer’s choice here is limited and is mostly dependent on the process of 

consuming whatever feed his need and which are considered as a necessity in contrary 

to consuming to indulge oneself extravagantly. 

The need to be a part of a group is usually what makes and influence 

consumer’s choice. When it comes to buying and consumer behaviour, it is always 

perceived that good or bad, the peer pressure imposes an impact that is in the best use 

 
3 Tiwari O.P, (2007). Consumer Protection Act, Haryana; Allahabad Law Agency Law Publishers.,  
p.4. 
4 Kasam Sivapra. P., Rajamohan. S, (2001). Consumer Empowerment Rights and responsibilities, 
New Delh:  Kanishka Publishers, p.1. 
5 Khanna Ram, Hanspal Savita, Kapoor Sheetal, Awasthi H.K, (2007). Consumer Affairs, Delhi: 
Universities Press(India) Private Limited.,p.1. 



3 
 

of marketers.6  The process of being influenced is, however, not always necessarily 

bad as it may persuade the buyer in making smart choices.  

‘Consumer in society’ is a multifaceted concept. Man is naturally a social 

animal and cannot be left alone. He/she cannot be left off in isolation and their 

likes/dislikes and behaviour are going to have an impact on the family in particular 

and the community as a whole. Likewise, the community and family have in numerous 

ways impacted the consumer’s need and demand as there is a constant interaction 

between consumers and this increases the dependency rate of consumers and society. 

This shows that consumers are inclined to be affected by the behaviour of others and 

if the society is well informed and proactive in consumer-related concerns, the 

individual consumers will further excel in handling consumer-related issues. As all 

human beings are consumers in one way or the other, the affairs that affect them cannot 

be neglected to free them from consumer problem that may arise. There is no denying 

that global companies to cottage industries are in a constant drive to lure consumers 

through various means and ways and the need to satisfy the new and old consumers to 

increase the business venture is quite a pervasive act. In this scenario, the seller may 

use fraud and deceptive measures to attain/retain buyers. 

The consumers and the sellers are two major groups into which the entire 

population can be divided and the dominance of the seller over the consumer is merely 

the outcome of unequal power, the two groups enjoy.7 Moreover, consumers are the 

 
6 Gulati Shruti, Impact of peer pressure on buying behaviour, International Journal of Research 
Granthaalayah, Vol.5 Issue 6, Madhya Pradesh, June 2017, p. 283. 
7 Nabi Kamalun, Nabi Ishdun, Raut.C.Kishor. (2015). Consumer Rights and Protection in India, New 
Delhi: New Century Publications, p.15. 
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most neglected community and  the problems faced by them seems to be alike in all 

societies. It is a fact that not all Indian consumers are well educated and hence they 

may be unable to comprehend and understand the complex methods of marketing, they 

are prone to exploitation and often become victims of false claims for products, misled 

by deceptive advertisements, where only half-truths are offered to the consumers to 

give a different impression and create a different image as compared to the actual fact. 

Despite all of this, there is a lack of uniformity and cooperation among consumers, and 

this creates a window of opportunity for sellers to create a platform that accelerates 

their dominance against consumers.  

 Consumer’s protection is starting to occupy prominent importance in today’s 

world. However, despite the growing provisions available for consumers particularly 

the provisions under Consumer Protection Act, 1986, the consumers of India are found 

to be facing similar problems and are often helpless when it comes to addressing 

deceptive marketing strategies while simply buying goods from markets. This 

deceptive practise is at a higher capacity with the ever-growing competitive markets 

where the seller marks his prey on gullible buyers to increase profit. Thus, the need 

for innovative change and a drive towards consumer movement and protection that 

will bring forth ethical principles for consumers wellbeing is crucial.  

Statement of the Problem 

 India has been using a popular system of Public Distributive System to 

adequately reach out to the need of the masses for decades. However, with the 

outrageous status of being the second most populated country in the world, one cannot 

overlook the growing complexities and gap between the Government and the citizens. 
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The rigidity of bureaucracy and the quest for dominance towards the consumers by the 

sellers gradually led to ignoring the needs of the former. The underlying issue is that 

consumers problems are often not heard by the responsible institutions. 

Consumers must have a better platform and complaint mechanism in place to 

combat a variety of malpractices, including deceptive and fraudulent goods that are 

frequently handed to them. Thus, all that pertains to the physical safety of the 

consumer, his/her access to grievance redress mechanisms, his/her right as a consumer 

to receive qualitative goods with satisfaction, food safety, adulteration, food standards 

and a transparent view of the various institution handling such distributive institutions 

is required.  

The barrier that might prevail in limiting the right of consumers, the autocratic 

and deceptive tendency that debarred a consumer needs to be wiped out and diagnosed 

with commendable solutions. A study of the different organisations that offer 

assistance to consumers and their various objectives and functions need to be studied 

to understand more of the protection available for consumers in India as a whole and 

Mizoram in particular. A study towards this subject is thus required.  
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Review of Literature 

  To have a better understanding of Consumer Protection in Mizoram 

concerning the Consumer Act, 1986 a review of the following literature has been done. 

 Suja R.Nair (2001) Consumer Behaviour in Indian Perspective (Text and 

Cases), portray a case study and gives a sketch of the Indian market/Indian consumer 

and studied consumer behaviour keeping in view the cross-cultural consumer needs, 

consumer behaviour and consumption habits through various research theories and 

models. It tackled the reasons behind the rise of consumerism in India and remarked 

the benefit of having well developed consumerism and the ways to gain such benefits. 

It gives a brief sketch of the COPRA,1986 and remarked on the Monopolistic and 

Restrictive Trade Practice Act.  

Anuradha Sharma (2002) Organisation and management of Public 

Distribution System is a research-based book that is divided into six chapters. The first 

chapter introduces the Distribution System which may be undertaken by the 

government or public agency. The origin and history of Public Distribution is also 

contained in this chapter. This chapter also highlights the need for Public Distribution 

in India, the challenges with an example based on PDS in Jammu. The second chapter 

contains a review of numerous books adhering to PDS and the third connoted the 

administration and functioning of the organisation under PDS. The fourth chapter 

ascertains first-hand information about the operational aspects of the Fair Price Shops 

and their performance through a sample survey. The second last chapter elaborates on 

the perception of consumers toward PDS based on data collected by the writer while 
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the last chapter has given the problems associated with the studies and remedial 

suggestions available.  

C.P. Barthwal (2003) in his book, Good Governance in India provides an in-

depth study of the need for Good Governance in India. It highlights the Indian concept 

of Good Governance and how Good Governance has become a fashionable term 

nowadays. The origin and growth of Good Governance have also been tackled briefly. 

The conceptual framework, issues concerning it, Third World Development and Civil 

Society contribution is also mentioned in this book. The various facets such as; 

Bureaucracy, Police, Role of the Army, Importance of Human Approach, Role of 

Legislature, Panchayati Raj to name a few have also been examined by the editor. The 

book is a result of papers presented by the resource persons and participants at the 

three-weeks long Refresher course in Public Administration/Political Science held in 

June 2002 at the UGC Academic Stall College at Lucknow University.  

T. Srinivas Rao (2006) Changing Lifestyle and Consumer Behaviour is divided 

into six chapters and deals with the changing consumer lifestyle that emerge from the 

dynamics and influence of society. The first chapter explains the concept of lifestyle, 

categorisation of lifestyle based on sex, age, educational qualification etc. The second 

chapter elucidate the consumer perception on personal care products while the third 

chapter is on consumer’s perception for household products. The fourth chapter studies 

the various determinants that affect consumer choice regarding certain products while 

the fifth chapter analyses on the dominant factor of lifestyles through cultural trends 

need, attitudes, values and trends. The conclusion drawn in the last chapter provides 
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an understanding of market segmentation and ways to target the potential consumers 

with creative positioning strategies. 

 Sri Ram Khanna, Savita Hanspal, Sheetal Kapoor, H.K. Awasthi, (2007) 

Consumer Affairs is a book which is divided into 12 chapters. The first chapter 

contains a conceptual framework of the concept consumer and its definitions. The 

second chapter highlights the various environment that influences consumer buying 

behaviour, their buying motives, consumer surplus have also been elaborated. The 

need for Consumer towards their rights and the various right available have also been 

given. The third chapter highlighted the Consumer Protection Act 1986 its aims and 

objectives while the fourth chapter is about the roles of the organisation set up under 

this act. The remaining chapters cater to the importance of quality and standardisation 

for consumers and their importance towards certain consumer movements. This book 

is a professionally written and reliable suggestion for scholars and researchers who 

would like to do a better study on this subject. 

Cheena Gambhir (2007) Consumer Protection Administration; Organisation 

and Working is a research-based book that is divided into eight chapters and started 

with an introduction that contains a Review of Literature, Objectives, Methodology, 

scope and limitations of the study. The second chapter contains the various Consumer 

Movement from a global perspective. The third chapter highlights the different policy 

perspectives and wrote about the nature of the different working of organisations under 

the Consumer Disputes Redressal Agencies. Chapter five is about the personnel and 

financial aspects of different administrative set-up of the Consumer Disputes 

Redressal Agencies and the complaint procedure for the National Commission, State, 
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District Forums are elaborated in chapter six. Chapter seven denotes the performance 

and working of various Forums at the District and State level from Consumer’s 

perception. The last chapter summarises and concludes the book with various remedial 

measures and findings.  

O.P. Tiwari (2007) Consumer Protection Act book has been divided into five 

chapters where in the first chapter the history and development of consumerism, 

Consumer Forums, Consumer Protection act have been elaborated. The first chapter is 

thus, an introduction to the title i.e. Consumerism, extent of provisions of the act under 

Consumer Protection, commencement, and the applications of such acts.  The second 

chapter introduces the appropriate authority within concerns to consumer protection, 

the workings of certain branch offices and gives an idea of the regulation and working 

of consumer complaint redressal forum. The third chapter caters to the functioning of 

certain consumer Councils. Chapter Four elaborates on the establishment of the 

workings, limitations and procedure for complaints under Consumer Disputes 

Redressal Agencies and the last chapter contain miscellaneous of notice, rules and 

regulations, cases, power to make rules for consumer protection etc. 

Y.V. Rao (2009) Commentary on Consumer Protection Act, 1986 book is 

divided into three chapters where, chapter one contains an introduction of the Act, the 

different amendment available to get the Act enforced and a detailed overview of the 

Consumer Protection Amendment Act 2002. Additionally, Preamble of the Act, scope 

of the Act, interpretation and statutes and also clearly given. The scope of consumer 

disputes, standards required to be maintained by or under the law and certain relief 

available to consumers concerning compensation/relief given in case of being  
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mishandled by seller have also been elaborated.  The second chapter contains the 

different Consumer Protection Councils available in India and the working and 

objectives of such Councils. The third chapter elucidates the establishment of 

Consumer Disputes Redressal Agencies, the working of the National, State and 

District Forum and also the judgement of the Supreme Court, High Court, and the Writ 

Jurisdiction of certain courts to challenge the problems faced by consumers have also 

been Cleary written. 

James. L.T Thanga (2010) Consumer Behaviour in Northeast India, is divided 

into five chapters and studies consumer behaviour as being the pivotal aspect of 

economic activity. It elucidates the microeconomic approach towards the study of 

consumer behaviour and further analyse the pattern of consumer expenditure in India 

and gives an agglomeration of studies on household consumption pattern based on a 

sample survey conducted in Mizoram for generating empirical data and analysed the 

growing rural-urban disparities in income and consumption. The author connoted that 

the per capita total expenditure increases constantly, and the rural-urban differences 

increases every year in Northeast India. 

SrinabasPathi, Lalrintluanga (2011) Consumer Awareness and Consumer 

Protection edited book contains a list of twenty-one articles contributed based on the 

topic Consumer Awareness and Consumer Protection. The contributors elaborate on 

certain requisite concerns on the matters of consumers like Consumer empowerment 

to their awareness based on cultural Aspects. The role of education, Voluntary 

organisations, and the role of consumer movement towards the betterment of their 

status as consumers. The need for Grievance Mechanisms and the functioning of such 
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have also included in this book. The history to the present scenario of consumer affairs 

in Mizoram and a study of different organisational Set Up and agencies for Consumers 

have also been elaborated in this book. This book is useful for scholars, researchers 

who are interested in Consumer Affairs particularly in Mizoram and India as a whole. 

S.N. Aggarwal (2013) Supreme Court on Consumer Protection Act book 

contains the entire law enunciated by the Hon’ble Supreme Court on Consumer 

Protection Act section wise. Important laws regarding housing, construction, food, 

medical negligence and insurance which a consumer should know has been drafted in 

this book. Certain cases concerning consumer and their rights with an example of the 

cases solved by the Supreme Court are well laid out in the book. 

 R.K. Bangia (2013) Law of Torts book contains twenty-seven chapters and is 

divided into three parts. The first part contains the nature of Tort and its definition that 

it is a mere breach of contract or trust and various remedies by way of writ Jurisdiction. 

General defences in case of facing certain frauds have also been highlighted in chapter 

II of this book. The working of the Principal Agent and the punitive action which could 

be there in case of malicious prosecution has also been given in the book. The second 

part contains Compensation under the Motor Vehicles Act. The insurances under the 

Vehicles Act, extent of liability of the insurer under the Act, setting a Claims Tribunal 

and means of award of compensation under the Act is also clearly given. The third part 

is about the Consumer Protection Act, 1986 its definitions, provisions under the Act 

and highlight the workings of Consumer Protection Redressal Agencies in various 

parts of India. The Jurisdiction, powers and procedures of the various Commissions 

under the Act are also drafted in the book. 
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 Universal’s (2014) The Consumer Protection Act, 1986 book contains 

exhaustive Case Law on consumers. The Publisher, Universal Law Publishing 

Company has extended legal literature adhering to this Act. The book is divided into 

four chapters where chapter I analyses the applicability of the Act created by Statute 

and Importance of the Act. Chapter II pertains to the working of different Consumer 

Protection Council under the Act. Chapter III elaborates on the Consumer Disputes 

Redressal Agencies available in India and the jurisdiction of certain Consumer Forum 

and chapter IV ended with the rules created under Consumer Protection Rules, 1987 

and the certain regulations under Consumer Protection Regulation, 2005. 

 Amit Nanda (2015) The Consumer Protection Act,1986 (Act no. 68 of 1986) 

and the Consumer Protection Rules 1987 book is divided into IV chapters. Chapter I 

defines the Act and Chapter II explain the working and objectives of Consumer 

Protection Councils. The third chapter give regards to the establishment, composition 

and jurisdiction of Consumer Redressal Agencies and welcomes the enactment and 

defines the provisions under the Consumer Protection Rules 1987, The Consumer Well 

Fund Rules, 1992 and The Consumer Protection Regulation, 2005. The last chapter 

ended with the Disciplinary powers of the President of the Consumer Forum. 

  H.D. Pithawalla (2016) The Consumer Protection Act, 1986 is a basic 

introduction to the subject of consumer protection in India. The book has been divided 

into five chapters. The first part contains an introductory part where the aims and 

objectives of the Act and a bird’s eye view of the Act are included. The second chapter 

elaborated on the definitions and certain important terms used in the Act. The third 

chapter highlights the available Consumer Protection Councils in India, its working, 
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and various functions and the fourth chapter pertains to the working of various 

Consumer Disputes Redressal Agencies or Consumer Courts at the District, State and 

chapter ended with the limitation of the Act, penalties under National level. The last 

the act and the enforcement of such orders under the Consumer Protection Act, 1986.

 Dr. S.R. Myneni (2017) Law of Torts &Consumer Protection book is divided 

into five chapters. The first chapter gave a sketch of the genesis of consumer 

movement for consumer protection in India, how laws relating to consumer protection 

evolved and a deeper study on the term consumerism. Chapter two elaborated on  the 

problems that are faced by Indian consumers and the global impact of UN Guidelines 

on consumer protection. Chapter three outlined the provisions under Consumer 

Protection Act, 1986 and the remaining chapters i.e. four and five elaborated on the 

working of consumer protection agencies and the last chapter gave a sketch of remedial 

measures under Consumer Protection Act, 1986. 

  Dr. S.C.Tripathi (2017) The Consumer Protection Act (Act No. 68 of 1986) 

book  is divided into five chapters. Chapter I is an introductory chapter where the 

meaning of the concept consumer has been clearly defined. The book elaborated on 

the meaning and evolution of Consumer Movement and the factor that led to the 

enactment of consumer protection act in India. The functioning of Consumer 

Protection Councils and Commissions have also been defined for a better under study 

of the provisions given under Consumer Protection Act, 1986. 

 R.K Bangia (2019) A Handbook of Consumer Protection Laws and 

Procedure for the Lawman and the Layman book is divided into seven chapters which 

included commentary on Consumer Protection Act, 1986, the role played by numerous 
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consumer associations, important laws relating to consumers before the enactment of 

the Consumer Protection Act, 1986, fruitful ways as to how a layman can protect 

themselves from market scams etc. The book focused on giving awareness to law 

practitioners in particular and to layman as a whole. 

Akansha Rana (2020) Consumer Claims is an informative book that 

highlighted the essence of being a responsible consumer and the importance of 

exercising rights in the seller buyers’ market. The complete legal process of filing 

complaints and means of taking legal actions has also been mentioned in this book. 

The main focal point of this book is to empower citizens by providing informative 

cases and awareness that any layman can understand. This book illustrates the value 

of being an active and not a passive consumer. 

 G. B. and Baglekar, (2021) Consumer Protection Act: A Commentary is a 

commentary on the new Consumer Protection Act, 2019. The book is composed of 

nine chapters and attempts to analyse the working of Consumer Related Agents such 

as the Consumer Protection Councils, Consumer Disputes Redressal Commissions and 

highlighted the focal point or changes brought under Consumer Protection Act, 2019 

such as Mediation under the new act, Product liability and offences and Penalties under 

the new act. The rules and provisions provided by the Central government for 

consumers have also been elucidated in this book. The book will serve purposeful for 

researchers who quest for a comparative analysis between the former act and the new. 

 Senthilnathan Samithamby,VadiveluThusyanthy (2012) Customer Satisfaction 

in Terms of Physical Evidence and Employee Satisfaction article from the IUP Journal 

of Marketing Management is an attempt to compare and explore the level of customer 
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satisfaction in terms of physical evidence and employee interaction before Earlier 

Established Banks and Newly Established Banks after 2008 in the Northern region of 

Batticaloa, Sri Lanka. The article starts with an introduction to the meaning of 

marketing and its goal. The study regards customer satisfaction as the key role for 

organisations and portrays certain tools and mechanisms to satisfy the customers as an 

important way for markets to retain them in their operations in the competitive 

environment. The rest of the paper is organised as, A brief background of the study, 

followed by literature review and hypotheses. Methodology, results, and discussions 

are presented in subsequent sections. The final section ends with a conclusion. 

Kazi S.M. Khasrul, Alam Quddusi (2014) Citizen and Collaboration: New 

Trusts in Public Administration article from the India Journal of Public Administration 

stresses the need for a better and more emphasis on New Public service management 

for the overall benefit of citizens and better trust in Public administrative institutions. 

The first part stresses the need to provide value service and democracy in governance, 

especially in the developing world. The second part of the article is titled New Public 

Service: Citizenship at its heart where the writer highlight that the Government belongs 

to the people and that administrator should focus on empowering citizens. The last part 

highlights practical lessons for public administrators that would help in a more 

equitable citizen-centric delivery system that would increase citizen collaboration in 

administration. 

 Nand Dhameja, Pranab Banerji (2014) Public Enterprises Management; Issues 

and Challenges is an article from the Indian Journal of Public Administration which 

is based on reviews of various issues of Indian Journal of Public Administration over 
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the years which deals with the working of various Public Sector Undertakings. The 

book review-based article provides an opportunity to business executives, 

policymakers and researchers to think about organisations and why it does not perform 

well and provide an idea of certain guidelines to tackle issues faced by Public Sector 

Undertakings. 

 DeepankarBasu, Amit Basole (2015) Non-Food Expenditure and Consumption 

Inequality in India article from Economic and Political Weekly contribute to the 

ongoing debate about economic inequality in India during the post-reform period by 

focussing on a novel angle, the distinction between food and non-food expenditure. It 

tries to solve certain factors that widened the gap between the rich and poor in terms 

of their expenditure concerning food and non-food items. The second part of the paper 

contains a review of literature on trends and measures of inequality in the Indian 

Context and the third part of the article describes the data and methods used in the 

paper which is followed by results. The last part concludes the article with some policy 

recommendations and thoughts about future research. 

 Siddhartha Kushwala (2015) Consumer and Product Returns in Reverse 

Supply Chain: A Literature Review from the IUP Journal of Supply Management, the 

main objective is to explore closed-loop supply chain, reverse Logistics and Marketing 

Literature and identify the factors influencing the product returns from consumers to 

reverse supply chain. Lists of review of the literature were conducted in the following 

sequence: Product return and its effects on consumer disposal behaviour, an empirical 

study to establish the influence of decision-maker and lastly, factor the influence the 

need for the consumer to return products. 
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Dr. Sony Kulshrestha (2018) The Law Related to Consumer Protection in 

India: Issues and Redressal Mechanism article from IRA-International Journal of 

Management & Social Sciences starts with an introduction that buyer and seller of 

goods are treated to be in a position of equality in the eye of law. The article also 

mentions how more attention is given after the enacting of the Consumer Protection 

act. It also noted down some problems faced by the consumers and the objects and 

reasons for the passing of the Act has also been highlighted. The jurisdiction of 

redressal agencies in India the manner or ways of raising complaints has also been 

given in this article. The limitations of the scope of enforceability of the act and certain 

judgement on consumer protection laws have been highlighted for a better 

understanding of consumer issues and redressal agencies in India. 

Shivayogappa. R. Yemmi, Dr. Shivalingapp .G. Vibhuti (2018) Consumerism 

and consumer protection- A study on consumer dispute redressal forum in India article 

remarked the important role played by consumers for the development of the economic 

system. The article focused on consumerism and the performance of Consumer 

Dispute Redressal Forum and also the challenges before the working of such forums. 

An evaluation of the district wise working of consumer redressal agencies in Karnataka 

has been highlighted to give a sketch of cases filed and pending in the state of 

Karnataka. The article showed analysis and interpretation of the historical movement 

of consumer movement in India and identified the barriers faced by Forums in India.  

Dr. Shammi Minhas (2019) Consumer Disputes and Consumer Redressal 

Forums in India article connoted the essence of the Consumer Court in India, the main 

functions of these courts that such court is to give a verdict and fair judgment to 
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consumers. The second part of the article defined and elaborate on consumer disputes 

in India and the scope of consumer disputes in India. An assessment of functional and 

non-functional State Commission and Forums, cases pending under Consumer Forums 

and State Commissions in India has been highlighted and showed the functionality of 

grievance institutions in India. The article concluded with suggestions for 

improvement for the working of consumer courts in India. 

Lalropuii, NVR Jyoti Kumar (2019) Performance of Public Distribution 

System in Mizoram article draws attention to Public Distribution System (PDS)  in 

Mizoram. It aims to highlight the performance of the Public Distribution System in 

Mizoram from the perspectives of the customers and highlighted the certain 

irregularities in the management of the public distribution system such as leakages in 

PDS and the issue of bogus ration cards etc. It looked into the working of the 

Department of  FCS&CA and attempted to find the major issues faced by consumers 

with regards to PDS and Fair Price shops in Mizoram. It concluded with the notion 

that supervision and vigilance of PDS, and Fair Price shop is still lacking in Mizoram 

and that the government must be encouraged to strengthen the concerned department 

for the best implementation of PDS in the country for the benefit of consumers and to 

fulfil the aim of PDS in the State. 

 Sheetal Kapoor (2020) Mediation and Consumer Protection article in the 

International Journal of Consumer Protection highlights the essence of the Consumer 

Protection Act, 2019 and the ground changing role of mediation as a technique to 

create a win-win situation for both the parties in consumer hassle be it the buyer or the 

seller. It addresses the weakness and shortcomings of the former Consumer Protection 
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Act, 1986 as the provisions especially in a modern world where online marketing is in 

vogue in the life of every consumer. It elaborated on the provisions made under the 

COPRA,2019  and concluded with mediation being the new tool of COPRA, 2019 to 

accelerate adjudication of cases filed by consumers in India. 

 Commendable though they are in their respective areas of study, these 

published works have not given a specific way to the case of Consumer Protection in 

Mizoram with reference to the provisions under Consumer Protection Act, 1986. 

Therefore, it is required to conduct research on this case. 

Objectives 

1. To study the perspectives that highlight the need for Consumer Protection in 

India 

2. To study the problems of Consumers in India and their Legal Protection under 

the Consumer Protection Act, 1986 

3. To study the Consumer Grievance Redressal Mechanism under the Consumer 

Protection Act 

4. To study the impact of Consumer Protection Act, 1986 on the working of the 

Government of Mizoram 

5. To analyse the constraints and challenges that act as barriers for the working 

of Consumer Protection Act, 1986 in Mizoram 

Scope of the Study 

The present study attempts to explore the changing status of consumers in India 

as a whole and in Mizoram in particular. It provides a sketch of the circumstances that 
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led to the need to protect consumers and defined certain laws and provisions for 

consumers in India. The study also focuses on the working of various organisations 

that has been set up under the Consumer Protection Act, 1986. Being particular to 

Mizoram, a study on the impact of the Consumer Protection Act, 1986 on the working 

of the Government of Mizoram, Consumer Grievance institutions both government 

and non-government agencies have also been tackled. An analysis of certain 

constraints and challenges that may act as barriers towards the working of this act  and 

overall problems faced by consumers in the changing market scenario has also been 

studied to draw out major findings and to give remedial suggestions.  

Research Questions 

a) What are the various issues that led to the need for Consumer Protection in 

India? 

b) What are the various problems faced by Consumers in India? 

c) What are the aims and objectives of the Consumer Protection Act, 1986? 

d) What are the various Consumer Grievance Redressal Mechanisms available for 

Consumers in India? 

e) How does the Consumer Protection Act, 1986 change and affect the working 

of the Government of Mizoram towards Consumers? 

f) What are the measures which can be taken for removing the barriers that might 

arise against the proper functioning of Consumer Protection Act in Mizoram? 
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Methodology  

The methodology for the study included both primary and secondary sources of 

information which utilized both Qualitative and Quantitative research method. The 

primary data was collected through Primary Quantitative Method in the form of 

structured questionnaires which was obtained from a sample of 50 working officials 

of the Directorate of Food, Civil Supplies and Consumer Affairs, Mizoram by Random 

Sampling method. Simple data tabulation in the form of bar diagram and table showing 

the percentage has also been utilised to know the functioning of the Government for 

consumer protection and unstructured interview was also conducted on few staffs of 

Department of FCS&CA which were also chosen by Random Sampling Method. A 

simple data interpretation in the form of bar diagram and table showing the percentage 

has also  been utilised to have a glimpse of  the impact of COPRA, 1986 on the working 

of the Government of Mizoram towards Consumers. Further, Primary Quantitative 

Method was utilized in the form of a structured questionnaire that was obtained from 

a population of 100 consumers of various localities which were chosen through 

Random Sampling method to have an idea of the perspective of the masses towards 

the protection given to them as consumers. Qualitative method was also utilized 

through structured one on one interviews of consumers and officials of consumer- 

related agent. 

Secondary data was obtained from Secondary Quantitative Method through  

information available in the form of books, magazines, articles, journals, data available 

on internet sites and government and non-government sources adhering to the study. 
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Simple data interpretations have also been  included for a better understanding of the 

area under study. 

Chapterization 

Chapter I:  Introduction 

The first chapter introduced the whole content of the work, the scope of the 

study, the methodology used for the study, and it also highlights the aim and objectives 

of the study. It began with an explanation of what a consumer is, how their 

requirements and demands are evolving, and the issues that have arisen as a result of 

the necessity for an analytical study of consumer affairs. 

Chapter II: Consumer Protection Act, 1986: An Overview 

 Chapter two includes an introduction of the Consumer Protection Act, 1986 

with silent features of the Act, extent, commencement, and application of the Act. It 

also highlights the rights of Consumers under the Consumer Protection Act, 1986. 

Chapter III: Consumer Grievance Mechanism Under the Consumer 

   Protection Act, 1986 

 Chapter three contains the working of different Consumer Grievance 

Mechanisms under Consumer Protection Act 1986 such as the jurisdiction of District 

Forum, State and National Commission, the functions and roles played and the 

procedures and admissions of complaints that can be issued by consumers have also 

been highlighted. 

Chapter IV: Area Under Study 
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The research done on the ‘Area Under Study’ i.e., Chapter four gives a mirror 

image of the area of study covered under this dissertation. It is an elaboration of the 

topics covered in the other chapters. It tries to provide an in-depth understanding by 

highlighting the cases of consumer movement, status of consumers, problems, the 

existing grievance organisations to tackle consumer issues particularly in Mizoram and 

India as a whole.  

Chapter V: Agencies for Consumer Protection in Mizoram 

Chapter five outlines agencies that play vital role in serving the consumer in 

Mizoram be it institutions set up by the government or non-governmental agencies. 

Chapter VI:          Analysis of Data and Interpretation 

 Chapters 6 highlight issues in particular to consumer affairs in Mizoram which 

has been acquired through questionnaires, interviews etc to consumers/beneficiaries 

of various Public Distribution system and designated officials to know the functioning 

of the government for consumers in Mizoram. 

Chapter VII: Conclusion 

The final chapter is  concluding chapter, and it contains a report based on the 

findings and suggestions for improvement.
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CHAPTER II 

            CONSUMER PROTECTION ACT, 1986;AN OVERVIEW  

    

Meaning of Consumer Protection Law  

Consumer protection law or consumer law is considered an area of public law 

that regulates private law relationships between individual consumers and the 

businesses that sell them goods and services.8 Unlike other laws, it is civil and focuses 

on undoing the wrong to a consumer by a way of remedial action or payment of 

compensation or damages to the aggrieved consumer.9 The scope of the act is very 

wide as it is applies to private markets, public business, cooperative services and 

undertakings whether manufacturer or trader. The consumer Act is seen as a way for 

a consumer to get easy, inexpensive, and speedy redressal against fraud practices/ 

defective products in the market.  

The need and demands of consumers have been given due consideration since 

time immemorial. In Kautilya’s Arthasastra, there were references to the concept of 

consumer protection against exploitation by the trade and industry, fraud weights and 

measures, adulteration and punishment for these offences. However, there was no 

organised and systematic movement safeguarding the interests of the consumers.10 

Shri Narendra Modi in the International Conference on Consumer Protection held in 

the year 2017 has also mentioned about an ancient document which explains the rules 

of Consumer Protection and the kind of punishment that were given to the traders who 

 
8 Viswanathan V.N. (2008) Consumer rights in service sector, New Delhi: Concept Publishing 
Company., p.8. 
9 Khanna Ram, Hanspal Savita, Kapoor Sheetal, Awasthi H.K., op. cit., p.81. 
10 Chahar S.S. (2007). Consumer Protection Movement in India Problems &Prospects, New Delhi: 
Kanishka Publishers., p.71.  
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indulged in wrong practices. He also added that in India around 2500 years ago, during 

the period of Kautilya, there were guidelines for the government regarding how the 

trade should be regulated and how the interest of the consumers would be protected. 

He outlined an example of posts found in the  organisational structure in the Kautilya 

period which has a similar function as Director of Trade and the Superintendent of 

Standards as it is in today’s context.11 As ancient practices and institutions have given 

attention to the need of correcting the disorderly and corrupt market economy, 

concerns in favour of consumers protection grew simultaneously in India.  

Legal Protection for Consumers in India 

The Indian government has implemented a number of consumer protection laws 

over the years to safeguard consumers against market fraud and scams. The process of 

maintaining standards to be attained by products/services ensures uniformity in 

quality. The consumer need not inspect every time he purchases the product. Further, 

the consumer can confidently purchase goods that are standardised, where he lacks 

knowledge of the product or the company.12 Such regulations in favour of consumers 

have been initiated and implemented after careful consideration to provide adequate 

protection to consumers. Consumer welfare would only be possible if there are enacted 

laws and provisions given to consumers. The protection in the form of laws would 

provide a measure for buyers to fight back consumer related scandals. Some Legal 

Protections safeguarding norms and procedures in the market economy of India may 

be elaborated as under. 

 
11 PM’s speech at the inauguration of International Conference on Consumer Protection, Ministry of 
Information of Broadcasting, October 26, 2017, Do darshan News (LIVE telecast). 
12  Khanna Ram, Hanspal Savita, Kapoor Sheetal, Awasthi H.K.,  op. cit., p.147. 
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a) The Sale of Goods Act 1930:  

A contract of sale of goods is a contract whereby the seller transfers or agrees 

to transfer the property in goods to the buyer for a price. There may be a contract of 

sale between one part-owner and another.13 The law provides relief and protection for 

the buyers of the product in cases where the goods purchased do not comply with the 

promise of implied conditions or warranties. This Act provides a requisite law or a 

contract of sale of goods that underlines the sale and purchase between the seller and 

buyer.  The buyer must examine the goods thoroughly before he buys them to satisfy 

himself that the goods will be suitable for the purpose for which he is buying them. 

This act provides a remedy to consumers in cases where the sellers breach the deals 

made with the buyer or manipulate the conditions that surround what the two parties 

have agreed on. This act adds up to the durability of products sold in the market by 

providing an implied condition that products sold should be durable for a reasonable 

amount of time.  

The Sale of Goods Act, 1930, implies that the product sold should serve the 

buyers intended purpose, provided that, it has been made clear by the consumer the 

intended purpose for the goods and the consumer relies on the judgement of the seller 

when the purchase was made. The Goods Act, 1930 serves as a requisite law that 

protects consumers in India from market fraud and scams. Under this act, the seller 

and the buyer are the parties under the contract, and both should be considered valuable 

party instead of one having a better platform than the other. The Sale of Contract aims 

 
13 Section 4,  The sale of Goods Act 1930. 
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at providing a fair and square settlement between the buyer and seller when a purchase 

has been made. 

b) The Agricultural Produce (Grading and Marking) Act, 1937:  

The Act prescribes the standards and grades required for raising the standard 

for agricultural commodities and livestock products. The quality mark called 

AGMARK an acronym for Agricultural Marketing stipulates the procedure for 

marking and packing agricultural produce. Here, ‘agricultural produce’ includes all 

produce of agriculture or horticulture and all articles of food or drink wholly or partly 

manufactured from any such products, fleeces and the skins of animals.14 It provides 

a penalty for unauthorised marking with grade designation mark or the illegal use of 

the mark or whoever counterfeits any grade designation mark or has in his possession 

any mark for the purpose of counterfeiting a grade designation which has not be 

approved by authority.15 The grading and marking specifications of agriculture 

produce would help create an assurance that the product that have grading mark and 

sold in the market have met the required quality specifications. 

c) The Essential Commodities Act, 1955:  

The government, in order to regulate the supply of goods that are of basic 

requirement, and which needs to be controlled to ensure regular supply and easy 

accessibility to such essential commodities may declare certain goods as essential 

commodities under the Essential Commodities Act, 1955. By declaring a commodity 

as essential, the government can control the production, supply, and distribution of that 

 
14 Section 2,  The Agricultural Produce (Grading and Marking) Act, 1937. 
15 The Agricultural Produce (Grading and Marking) Act, 1937.,op.,cit., Section 4. 
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commodity, and impose a stock limit. At present, the “Schedule” contains 9 

commodities — drugs; fertilisers, whether inorganic, organic or mixed; foodstuffs, 

including edible oils; hank yarn made wholly from cotton; petroleum and petroleum 

products; raw jute and jute textiles; seeds of food-crops and seeds of fruits and 

vegetables, seeds of cattle fodder, jute seed, cotton seed; face masks; and hand 

sanitisers. The latest items added to this schedule are face masks and hand sanitisers, 

which were declared essential commodities with effect from March 13, 2020, in the 

wake of the Covid 19 outbreak in the year 2020.16 The Act aims at controlling the 

distribution of essential commodities by checking inflationary trend in their prices and 

ensuring equal distribution of essential commodities.  

d) The Prevention of Food Adulteration Act 1954:  

The oxford dictionary defines Adulteration as making some substance impure by 

adding any impurities or removing a vital component. It is an act to make provision 

for the prevention of adulteration of food. An article of food shall be deemed to be 

adulterated— (a) if the article sold by a vendor is not of the nature, substance or quality 

demanded by the purchaser and is to his prejudice, or is not of the nature, substance, 

or quality which it purports or is represented to be. (b) if the article contains any other 

substance which affects, or if the article is so processed as to affect, injuriously the 

nature, substance, or quality thereof. (c) if any inferior or cheaper substance has been 

substituted wholly or in part for the article so as to affect injuriously the nature, 

substance, or quality thereof. (d) if any constituent of the article has been wholly or in 

part abstracted so as to affect injuriously the nature, substance or quality thereof (e) if 

 
16 https://indianexpress.com/article/explained/essential-commodities-act-amendments-explained-
6442362/ accessed on 30th December 2019. 
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the article had been prepared, packed or kept under insanitary conditions whereby it 

has become contaminated or injurious to health. (f) if the article consists wholly or in 

part of any filthy, putrid, rotten, decomposed, or diseased animal or vegetable 

substance or is insect-infested or is otherwise unfit for human consumption (g) if the 

article is obtained from a diseased animal. (h) if the article contains any poisonous or 

other ingredient which renders it injurious to health. (i) if the container of the article is 

composed, whether wholly or in part, of any poisonous or deleterious substance which 

renders its contents injurious to health. (j) if any colouring matter other than that 

prescribed in respect thereof is present in the article, or if the amounts of the prescribed 

colouring matter which is present in the article are not within the prescribed limits of 

variability.(k) if the article contains any prohibited preservative or permitted 

preservative in excess of the prescribed limits. (l) if the quality or purity of the article 

falls below the prescribed standard or its constituents are present in quantities not 

within the prescribed limits of variability, but which renders it injurious to health. (m) 

if the quality or purity of the article falls below the prescribed standard or its 

constituents are present in quantities not within the prescribed limits of variability, but 

which does not render it injurious to health.17  

The act main objective is to provide protection to consumers from adulterated food 

that are found to lose its nutritional value and restrict manufacturers from the selling 

of such articles that fail to pass certain prescribed standards. Thus, the Food 

Adulteration Act, 1954 provides protection against goods and services which are 

hazardous to life and health. Thus, the main target of this act thus is to prevent the 

 
17 Section 2(ia), The Prevention of Food Adulteration Act 1954.,p.3-4. 
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occurrence of adulterated food which can harm the health and safety of people and to 

implement laws and punitive action on one who commit such malice. 

e) The Monopolies and Restrictive Trade Practice Act, 1969:  

 The main objective of this act is to control and regulate unfair trade practices.             

It is an act to ensure that the concentration of economic power in private business did 

not operate to detriment common interest.18 The act focuses on  a socialist pattern 

which operates as an undertaking that focus on preventing economic development that 

might result in concentration of economic power in few hands and which might result 

in increasing the gulf between the rich and the poor. It is to regulate and control 

practices that might elevate monopolistic trade tendencies. It further restricts trade 

practice which might cause manipulation of prices in the market or manipulate the 

services in the market regarding  delivery or supply of goods and services. It provides 

punitive action if such case arises in accordance with the rules laid under the act.   

f) The Standards of Weights and Measures Act, 1976:  

It provides protection to consumers against the malpractice of fraud marketing 

where the seller utilises the malpractice of under weighting the product. It is an act to 

regulate inter-state trade or commerce in weights, measures and other goods which are 

sold or distributed by weight, measure, or number. The aim of this act is to stop any 

trade practice that may have the effect of preventing, distorting, or restricting 

competition or causes loss of injury to consumers.19 The act has been enacted to protect 

fraud weight and measurement and a fraudulent act shall be punished in accordance 

 
18 The Monopolies and Restrictive Trade Practice Act, 1969.(2002), New Delhi: Universal Law 
Publishing., p.1. 
19 Panwar J.S. (1997). Consumerism Global and Indian Perspective, Rajasthan; RBSA Publishers.,  
 p.47. 
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with the rules made under the act. This act serves significant in giving buyers the 

confidence that the product which they buy will be of right price and quantity in 

exchange to the time, energy and price they pay as the act prohibits any sellers from 

using weights and measures that are not standard weights and measures. 

g) The Bureau of Indian Standard Act, 1986: 

"Bureau" means the Bureau of Indian Standards established under section 3 of 

BIS act and "Indian Standard" means the standard including any tentative or 

provisional standard established and published by the Bureau, in relation to any goods, 

article, process, system or service, indicative of the quality and specification of such 

goods, article, process, system or service.20 The act prescribe standards to regulate 

safety parameters by adopting grading license in the form of standardization that are 

required to be followed to ensure safety and quality in supply of products. It is an Act 

to provide for the establishment of a national standards body for the harmonious 

development of the activities of standardisation, conformity assessment and quality 

assurance of goods, articles, processes, systems and services and for matters connected 

therewith or incidental thereto.21 It is a standard mark that prescribes food safety 

standard and issue certificate of conformity to avoid the selling of commodities that 

may be detrimental to life and property. Inspections by the Bureau may be conducted 

on products or services that are required to be certified to Indian Standards. 

Evolution of Consumer Protection Act, 1986 

 The laws in the form of the Sale of Goods Act 1930, the Agricultural Produce 

(Grading and Marking) Act, 1937, the Essential Commodities Act, 1955, the 

 
20 Section 3, Bureau of Indian Standard Act, 1930,p.3. 
21 Ibid., p.4. 
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Prevention of Food Adulteration Act, 1954, the Monopolies and Restrictive Trade 

Practice Act, 1969, the Standards of Weights and Measures Act, 1976, the Bureau of 

Indian Standard Act, 1986, etc assist consumers in India, however, they have come 

under criticism of being complex and not flexible enough to foster consumer redressal 

at fast speed and are regarded to be not easily accessible. These laws required the 

consumers to initiate action by way of a civil suit which involved a lengthy legal 

process proving to be too expensive and time consuming for lay consumers.22 This can 

undermine the consumer’s interest in taking to the court to redress his/her grievances. 

There is a need to provide consistency in the implementation of laws for consumers 

and enforcement which are reliable and support focus to consumer needs. The need 

thus arises for easily accessible and consumer-friendly law that protect consumers and 

puts emphasis on protecting consumer rights. 

The quest for legal measures to safeguard consumer issues and challenges did not 

stop in any time or era however, it grew more and the 21st century marks the stage 

where attention was drawn towards the search for laws and roles for consumer’s 

upliftment and where this target started to took form in letter and in spirit. The basic 

rights of the consumers were first recognised and defined on 15th March 1962, by John 

F. Kennedy, the then President of the United States of America, in his special message 

to the Congress on consumer protection. Moreover, it is also relevant to note that the 

Consumer Protection Act was passed because of a widespread global consumer 

protection movement and based on a report of the Secretary-General on Consumer 

Protection in 1983, where the United Nations recommended that the government of all 

 
22 Vishwanathan V.N., op. cit., p.4. 
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countries of the world should develop, strengthen and implement a coherent consumer 

protection policy, keeping in mind the guidelines set out in the report. The UN General 

Assembly thus, adopted guidelines or principles  for consumer protection  on 8th April 

1985 and these guidelines serves as the foundation for laying set of rules to be followed  

all over the globe. It portrays recommendations on how consumers need to be guarded 

and protected.23 The United Nations Consumer Protection Guidelines outlines a 

valuable set of principles, such as: 

1. To help countries in fulfilling sufficient protection for their population 

as consumers 

2. To make production and distribution patterns reactive to the needs and 

wants of consumers. 

3. To uplift the moral conduct for those active in the production and 

distribution of goods and services to consumers. 

4. To assist countries in restraining abusive practices by all enterprises at 

the national and international which has a negative effect on consumers. 

5. To encourage the development for independent consumer groups.  

6. To increase international cooperation in the field of consumer 

protection. 

7. To motivate the development of market conditions that are bound to 

provide consumers with more choice at lower prices. 

8. To foster sustainable consumption.24 

 
23 Ibid., p.7. 
24 United Nations Conference on Trade and Development. (2016). United Nations Guidelines for 
Consumer Protection, United Nations, New York and Geneva., p-6. 
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Although the Guidelines are of a soft-law nature, they have had a non-negligible 

impact on national and global consumer protection in at least four ways. The 

Guidelines had an influence on the development of national and regional consumer 

protection, in particular, in transitioning and developing countries. The Guidelines 

have also likely inspired a number of countries to introduce consumer protection in 

their national constitutions.25 The general guidelines provided by the UN General 

Assembly have further impacted countries across the globe as a parameter to make the 

best standard of rules and conduct to assure ethical principles for consumer’s 

wellbeing.  

The positive impact of expressing utmost concern for consumers has led to the 

establishment of various prominent institutions all over the world, reaching all the way 

down to the grassroots levels, to provide benefits to consumers without discrimination 

based on caste, race, gender, status, or other factors. Having these benefits to be 

provided to the consumers in mind, in India, the Consumer Protection Bill,1986 was 

presented in the Lok Sabha on 9th December 1986 by Sri H.K.L Bhagat, the then 

Minister of Parliamentary Affairs and Minister of Food and Civil Supplies.26 The 

Consumer Protection Bill was however passed only after consumer organisations 

stood firm and had a long discussion with the government, the government agreed to 

bring all the services under the purview of the Consumer Protection Act and at last 

passed the COPRA, 1986 on 24th December 1986.27 It came into force from 1st July 

 
25  Benohr I. (2020). The United Nations Guidelines for Consumer Protection: Legal Implications and 
New Frontiers Journal of Consumer Policy.  
26  Tiwari O.P., op. cit., p.13. 
27 Giram Shivkumar. (2003). Consumer Protection & Redressal Machinery in India, Karnataka:  
Himalaya Publishing House, 1st Edition., pp. 19-20. 



35 
 

1987 and this act is a result of numerous reforms and studies and although the status 

of consumers has received attention in the society before the enactment of this law, it 

can be said that no official status and functions have been duly approved for consumer 

inclusive institutions before the enforcement of this act. The enactment of COPRA, 

1986 is considered a historic milestone for consumer movement in the country.  

Salient Features of the Consumer Protection Act,1986 

 The Consumer Protection Act of 1986 serves as the guardian of consumer rights 

in India, as it aims to safeguard consumers' interests by establishing Consumer 

Protection Forums and other agencies for the resolution of disputes and other 

consumer-related concerns. The nature of the Act may be cited as under: 

a) The right to be protected against marketing and selling of goods that are 

harmful to life and property.                                                                                                               

b) The right that consumers have with regards to be protected and informed about 

the quality, purity, quantity, potency, standard possessed by goods and the 

price of goods to protect consumers against fraud and unfair trade practices 

c) Consumers in India under this act have been given the right to be assured, 

whenever possible and access to authority of purchasing the goods at 

competitive prices. 

d) It provided the assurance that consumers interest will be given due 

consideration at the appropriate forums. 

e) The right to seek help and protection against unfair trade practices of sellers 

and to avoid consumer exploitation is the main focus of this Act. 
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f) The act guarantees to all consumers, the right to have access to consumer 

education. 28 

The act's salient element emphasised that consumer protection is particularly 

important in buyer/seller markets where fraud is common or when consumers are 

subjected to criminal acts of dominance. It portrays the essence of imparting ethical 

values that encourage moral conduct in the production and service of goods and 

highlight the priority given through the act, the need to increase cooperation in the 

field of consumer protection. The nature of this act made it clear that it serves to 

enlarge the horizon of consumers and provides remedy when the consumer suffers at 

the hands of powerful business organisations.  

The consumers and the sellers are two major groups into which the entire open 

market could be divided. The dominance of the seller over the consumer is merely the 

outcome of unequal power, the two groups enjoy.29  The malady has enlarged so much 

that there are numerous products in the market that are proved to be harmful for the 

life and property of one that consumes or utilize it. CPA, 1986 provides a remedial 

action against this. The enactment of this act further serves as a guardian of consumers 

as it creates transparency thereby allowing the consumer certain privileges. It validates 

the right to know the standard possessed by products in the market. The assurance 

given to consumers that the doors of grievance mechanisms or consumer related agents 

are there to help when the need arises is another important nature possessed by this 

act. As society develops, consumer education is now valued as a tool for the growth 

 
28 Section 68,  Consumer Protection Act,1986. 
29 Nabi Kamalun, Nabi Ishdun, Raut.C.Kishore., op. cit ., p.15. 
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of critical thinking necessary to make wise decisions. Today, community-based, non-

governmental, and governmental organisations, schools, and colleges educate 

consumers about their rights and how to exercise them. 

The backbone of the nation's economy and a key player in our society is the 

consumer. To prosper and develop economically, they must be able to use their rights 

without hindrance. In order to prevent being duped by the seller and enduring needless 

suffering, they must be protected when enjoying and purchasing goods. As such certain 

rights to empower consumers have been tackled and made official through certain acts 

of the Government of India one being the Consumer Protection Act, 1986. This Act 

covers all supply and services acknowledged by the Central Government by 

notification. ‘The Consumer Protection Act 1986’ enacted by the Parliament, 

therefore, marks a revolutionary change for consumers in India. It is an all-inclusive 

law to alleviate the rights of consumers for the fulfilment of the needs of consumers in 

India.  

Rights given to Consumers under Consumer Protection Act, 1986 

The former President  John F Kennedy of USA was a strong proponent of 

consumer rights and his valuable work in relation to consumer affairs led  to the cause 

of  passing the Bill of Consumer Rights  on 15th March 1962 in the United State 

Congress. In his speech, he mentioned four basic rights later called the ‘Consumer Bill 

of Rights’ such as the right to safety, the right to be informed, the right to choose and 

the right to be heard were all included in the UN Charter as human rights. 30 The 

modern-day concept of the right to consumer protection was further articulated in the 

 
30 Department of Consumer Affairs Annual Report, 2015-2016, New Delhi, p.1. 
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landmark speech popularly known as his ‘Special Message to the Congress of the 

United States on Protecting the Consumer Interest’. In his message, he held that: 

“Consumers by definition, include us all. They are the largest economic group in the 

economy, affecting and affected by almost every public and private economic 

decision. Two-thirds of all spending in the economy is by consumers. But they are the 

only important group in the economy who is not effectively organized whose views 

are often not heard. We cannot afford waste in consumption any more than we can 

afford inefficiency in business or Government. If consumers are offered inferior 

products, if prices are exorbitant, if drugs are unsafe or worthless, if the consumer is 

unable to choose on an informed basis, then his dollar is wasted, his health and safety 

may be threatened, and the national interest suffers.”31 President’s Kennedy’s speech 

accelerated the concerns given to consumers and globally impacted countries to initiate 

legitimate rights for consumer’s welfare and expedite modern consumer movement.  

Etymologically in India, the movement was initiated as a ‘social force’ to 

safeguard and encourage the interests and rights of consumers. The Consumer 

Protection Act, 1986 further incorporated four basic rights of the UN and also added 

two more rights – the right to redress and the right to consumer education to provide 

better protection to consumer interests. The Consumer Protection Act in 1986 gave it 

a legal authority with the declaration of six consumer rights at that time.32 In order to 

exercise these rights and to ensure consumer protection in all respects, it is necessary 

 
31 United Nation Conference on trade and development Manual on Consumer Protection, Edition 
2016, United Nation, Kenya, p.4. 
32 https://www.researchgate.net/publication/337021161_CONSUMER_PROTECTION_ACT  accessed 
on 27th oct 2020. 
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to develop a general awareness amongst all concerned about the rights of the 

consumer.  

Chart 1: Rights given to consumers under Consumer Protection Act, 1986 

 

Source: Department of Consumer Affairs( Ministry of Consumer Affairs, Food 

& Public Distribution. 

A brief discussion of consumer rights under the Consumer Protection Act, 1986 is 

given below. 

1. Rights to safety:  

This act provides protection to consumers against hazardous products and services. 

An example in India is that for the safety of consumers standardised products in the 
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form of ISI mark which is promoted by the BIS as a result of discussions with various 

organizations, after organizing seminars, participating in seminars, and through print 

and electronic media. A standard or a certification mark on the product is an indication 

of a guarantee of safety in its use.33 It provides protection against the marketing of 

goods and services that can prove harmful for life and property. It gives an assurance 

to consumers a right to knock at the door of justice when faced with illegal acts or 

malpractice that arises in the market or hampers their right as a consumer.  

The right gives protection against the consumption of products or goods that 

can harm consumers. The goods sold in the market are required to be of a certain 

standard in regard to purity, quality, quantity, potency etc. The Government of India 

has legitimised numerous laws concerning it such as Food Safety Act, the Indian 

Bureau of Standard Acts, 1986, Indian Standard Institute Marks (ISI) to name a few. 

It requires warning labels, expiry date, maximum retail price, product content etc. in 

order for the consumer to look out for his health safety. It is the ethical and legal duty 

on the part of consumers and buyers to respect this right and follow the norms of the 

market to provide a consumer-friendly environment. 

2. Right to Choose:  

This Right serve as a way and means to provide consumer satisfaction. Among 

the different rights that are supposed for consumer, the right of choice is from the most 

important rights which can also predispose correct enforcement and implementation 

 
33 Lal Suresh B.(2006). Public Health Environment and Social Issues in India,  First Edition, New 
Delhi: Serials Publications., p.299.  
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of the other rights of the consumer.34  It propagate the essence of voluntary act on the 

part of the consumer to test the products that are available in the market, to compare, 

to raise opinion and to increase demand based on the needs of the consumers in the 

competitive market. It provides the right to be assured whenever possible access to 

goods at competitive prices. It protects the interest of consumers which states that 

consumers should have varied options to choose from companies and market regarding 

goods that offer the same interest. It is the right to choose a product at a competitive 

price.  

The right to choose, increase consumers' choice, and maximise the outlook of 

consumers with the available products in the market The consumer has the right to 

make a comparison of the available products in the market and has the right to free 

will to accept the one that he chooses. 

3.  Right to be informed: 

 This right provides transparency with regards to products in the market and 

values the right possessed by the consumer that for the safety of buyers in the market, 

they should be given information about the quality, quantity, potency, standard and 

price of the different goods and services available for consumers in the market. The 

information about the maximum retail price, expiry date, date of manufacture etc 

should be mentioned in the on label or package. It is also a requisite concern that 

consumers find it an obligatory requirement to obtain information about products 

before purchasing items in order to avoid possible fraud and scams. If so, the consumer 

 
34 Doborji Khaledi Pari, Hamed Qasemi Abbas, The Role of Advertisements in Protection of 
Consumer‘s Right of Choice, Journal of Politics and Law; Vol. 9, No. 8; 2016, Published by Canadian 
Center of Science and Education,  Canada, p.65. 
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will be able to act wisely in the market and will be able to protect themselves from 

unfair trade practices in the market. 

4. Right to Redressal:   

The term redressal has been defined by the Oxford dictionary as ‘compensation for 

wrong or grievance’. The Right to Redressal means that consumer’s opinions and 

voice will be heard and valued by appropriate consumer courts and forums. It involves 

the right to receive compensation for misrepresentation or shady goods or services and 

where needed, free legal aid or an accepted form of redressal.35 With the enactment of 

COPRA 1986, the voice of consumers has been given better ground and increases the 

jurisdiction of consumer agents and forums in the state, national and district areas. The 

consumer courts that have been established are to follow legitimate guidelines and 

rules of conduct so that the best decision in favour of the person raising the grievance 

may be tapped out. In addition to providing a watchful institution in the form of 

consumer courts and qualified members to address consumer complaints and concerns, 

the grievance mechanism improves the position of consumers. 

5.  Right to be Heard: 

This means the right to representation so that consumer’s interests receive full and 

sympathetic consideration against exploitation. Whenever a seller sells some goods to 

a buyer or whenever one renders service to another, it becomes their duty to give a 

patient hearing to the problems of the buyer or the receiver of the service. 36 It gives 

the right to raise opinion or voice against unscrupulous services or products in the 

 
35 Chahar S.S.,op. cit.,p.15 
36  Khanna Ram Sri, Hanspal Savita, Kapoor Sheetal, Awasthi H.K., op. cit., p.81. 
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market. Additionally, it provides a forum for customers to voice their opposition to 

specific items or recognises organisations or businesses for their excellent service in a 

location that is accessible to everyone in order to alert customers who may be 

interested in the same product. It also operates as a method to alert or safeguard 

customers from any potential exploitation of them in the buyer-seller market.  

6. Right to consumer education: 

It provides access to relevant information as well as the know-how and abilities 

required to make intelligent purchasing decisions all throughout one's life. The right 

to consumer education includes the ability to acquire the information and skills 

necessary to take action to change the conditions that influence consumer choices. 

Consumer education provides the knowledge necessary to develop citizens into 

intelligent buyers.37 The consumers though been given rights they are obligated to 

know their duties Consumer ignorance may be used as a mechanism by buyers to 

manipulate them. Consumer Education is one of the established goals of the Ministry 

of Consumer Affairs and Public Distribution making all possible efforts in creating 

awareness about consumer rights and the working of various redressal forums in our 

nation. Such Awareness is made through consumer festivals in colleges and financing 

consumer related project by the Ministry through the Indian Institute of Public 

Administration.38 The state government, district government, and local organisations 

like consumer clubs and associations have been promoting the long-standing agenda 

of the country in respect to creating a platform for consumer awareness and education, 

 
37 Lal Suresh B,  op. cit., p.315. 
 38 Vishwanathan V.N,  op. cit.,  p.1. 
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in addition to the work done by the central government in raising awareness about 

consumer rights and roles. 

The rights initiated under this act ascertains legal privilege for aggrieved 

consumers in India and these rights are civil in nature. The Act offers protection to the 

consumer against unfair trade practice or a restrictive trade practice against adopted 

by any trader, defect in the goods bought or agreed to be bought by the consumer, 

deficiency in the service hired or availed off or agreed to be hired or availed of by the 

consumer, charging by a trader price in exchange with the price fixed by or under any 

law for the time being in force or displayed by the goods or any package containing 

such goods and offering for sale to public, goods which will be hazardous to life and 

safety when used, in contravention of the provisions of any law for the time being in 

force requiring traders to display information in regards to the contents, manner and 

effect of such goods.39 This Act is not only preventive but also compensatory in nature. 

Unlike other laws, it is civil and focuses on undoing the wrong to a consumer by way 

of remedial action or the pay of compensation or damages to the aggrieved consumer. 

It will be crucial for the most vulnerable members of society since it will address their 

concerns without regard to class, caste, gender, or status. 

Establishment of Consumer Grievance Agencies under Consumer Protection 

Act, 1986 

The Consumer Protection Act introduces Consumer Redressal Agencies at the 

centre, State and District level so that the grievances of the consumers may be 

 
39 Aggarwal S.N, op. cit., p.7. 
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addressed with the aid of concerned agents for consumers. Under the provisions, it has 

been enacted that. 

a) A consumer Dispute Redressal Forum or District Forum may be established by 

the State Government by notification in each district. If found required, the 

State Government may establish more than one District Forum in the District.  

b) At the state, a Consumer Redressal Commission to be known as the ‘State 

Commission ‘may be established by the State Government by notification 

c) At the Centre, National Consumer Disputes Redressal Commission or National 

Commission may be established by the Central Government by notification. 

The procedures of addressing aggrieved consumers: 

 The Forum at the District level, State Commission and National Commission at 

the Central level are to provide remedial action to the aggrieved consumer such as: 

• to remove the defect pointed out by the appropriate laboratory from the goods 

in question. 

• to replace the goods with new goods of similar description which shall be free 

from any defect. 

• to return to the complainant the price, or, as the case may be, the charges paid 

by the complainant. 

• to pay such amount as may be awarded by it as compensation to the consumer 

for any loss or injury suffered by the consumer due to the negligence of the 

opposite party. 
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• to remove the defects in goods or deficiencies in the services in question. 

• to discontinue the unfair trade practice or the restrictive trade practise or not to 

repeat it; not to offer the hazardous goods for sale. 

• to withdraw the hazardous goods from being offered for sale. 

• to cease manufacture of hazardous goods and to desist from offering services 

that are hazardous in nature. 

• to pay such sum as may be determined by it if it is of the opinion that loss or 

injury has been suffered by a large number of consumers who are not 

identifiable conveniently: 

• to issue corrective advertisement to neutralize the effect of misleading 

advertisement at the cost of the opposite party responsible for issuing such 

misleading advertisement. 

• to provide for adequate costs to parties.40 

The process of providing remedial action in cases where consumers rights are 

infringed is compensation for the loss or injury suffered by the consumer who has been 

misled or being a victim in unfair trade practice. The act of taking remedial action to 

make up for such a loss is a motivating factor that will assist consumers in avoiding 

and resolving obstacles in the future. The consumer being the rationale behind the 

existence of global companies and goods, should be reinforced with the notion that 

their essence of being a consumer can be channelised by exercising their rights in the 

 
40 Section 14 and 22, Consumer Protection Act,1986. 



47 
 

best manner. The act with its aim to protect consumers and to keep control on unfair 

trade practices would only be possible if consumers are guaranteed protection in the 

form of Consumer Rights. The right to impose a penalty on violators and the 

establishment of Consumer Dispute Redressal Institutions at National, State and 

District levels is what backed up the concerns of consumers to enable them to assert 

their rights as a consumer. 

Amendment of Consumer Protection Act, 1986 and changes made by Consumer 

Protection Act, 2019 

 The Consumer Protection Act 1986 has been amended several times in the year 

1991, 1993, 2002.  In the year, 2019 the Consumer Protection Bill 2019 received the 

President assent on 9th August 2019 ushering significant changes and is to replace the 

Consumer Protection Act 1986 keeping in view the aim to give fair status to 

consumers. This act, embodied  laws that would serve as a foundation that is well 

improved and thought about for the mutual consideration of agreement between the 

sellers and the buyers. It enables the consumers to make the best choice in markets 

without the fear of being mishandled by unethical business practices. 

The Consumer Protection Act, 2019 came into force on 20th July 2020. While 

briefing the media about the Consumer Protection Act, 2019 through video conference, 

the Union Minister for Consumer Affairs, Food and Public Distribution Shri Ram 

Vilas Paswan said that this new Act will enable consumers and help them in ensuring 

their privileges through its different informed rules and provisions like Consumer 

Protection Councils, Consumer Disputes Redressal Commissions, Mediation, Product 
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Liability and punishment for manufacture or sale of products containing adulterant / 

spurious goods.41  

Shri Paswan the Union Minister for Consumer Affairs has mentioned in his 

speech while briefing the media through video conference on the newly adopted 

Consumer Protection Act 2019 that under this act every e-commerce entity is required 

to provide information relating to return, refund, exchange, warranty and guarantee, 

delivery and shipment, modes of payment, grievance redressal mechanism, payment 

methods, security of payment methods, charge-back options, etc. including country of 

origin which are necessary for enabling the consumer to make an informed decision at 

the pre-purchase stage on its platform. He has mentioned the importance of e-

commerce platforms and highlights the need to acknowledge the receipt of any 

consumer complaint within forty-eight hours and further provide assistance with 

regards to the complaint within one month from the date of receipt under this Act. He 

also added that the New Act introduces the concept of product liability and brings 

within its scope, the product manufacturer, product service provider and product seller, 

for any claim for compensation.  

Shri Paswan concluded by saying that, the former  Consumer Protection Act, 

1986 allowed only a single point to justice, which was regarded to be time consuming. 

He also quoted that the new act in the form of the Consumer Protection Act, 2019 was 

result of careful and deliberate amendments made over the years to protect buyers not 

only from the environment of traditional sellers but also from the new e-commerce 

 
41 https://pib.gov.in/PressReleasePage.aspx?PRID=1639925 accessed on 6th August 2020. 
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retailers/platforms. He regarded the Act to be a purposeful tool in protecting consumer 

rights in the country.42 

Chart 2: Comparison between  Consumer Protection Act, 1986 and 2019 

      

Source: Economic times as on 19th August,2019 

Under the Consumer Protection Act, 2019, the definition of “consumer” has 

been broadened and include buyers of  offline or online transactions  by tele-shopping 

or direct selling or multi-level marketing.43 The amount  of monetary penalty, in case 

of disobedience of any order of commissions have also been a pioneering change  

under the realm of COPRA, 2019.44 A remarkable change under the new act is the 

introduction of providing additional settlement of consumer disputes through 

 
42 https://pib.gov.in/PressReleasePage.aspx?PRID=1639925 Accessed on 3rd March 2018. 
43 section 2(7), Consumer Protection Act,  2019, Section 2(d), Consumer Protection Act,1986. 
44 Section 72,  Consumer Protection Act,  2019. 
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mediation, the establishment of consumer mediation cell, the empanelment of 

mediation which are to be  prepared by the District, State and National Commission 

with the recommendation of the President and the members of such Commission.45  

The punitive action for non-conformity of the order given by Central 

Authority, punishment for false or misleading advertisement, punishment for 

manufacturing for sale or storing, selling or distributing or importing products 

containing adulterant, the selling of adulterated or spurious import goods have also 

been regarded as an offence and penalty regarding such actions  has also been 

introduced to provide protection to consumers under this act.46 The newly approved 

Act  section 82 to 87 introduces the term ‘Liability’ which shall apply to every claim 

for compensation under a product liability action by a complainant for any harm 

caused by a defective product manufactured by a product manufacturer or serviced by 

a product service provider or sold by a product seller. The matters pertaining to product 

liability action and the scope of the manufacturer’s liability is another innovative 

change brought in the light of consumer affairs under this act.47 District Forum has 

been renamed District Commission and these are the most prominent among the other 

laws introduced under the Consumer Protection Act, 2019. The State Government is 

authorised to issue by notification, the establishment of District Consumer Disputes 

Redressal Commission, to be called District Commission, in each district of the State. 

Under the CPA, 2019, the consumers are allowed to place a complaint with the court 

from anywhere whereas the COPRA, 1986 required that the complaint should be made 

 
45 Section 74, 75 and 76 Consumer Protection Act, 2019. 
46 Section 88 to 91 of Consumer Protection Act,  2019. 
47 Section 82,  84 Consumer Protection Act,2019. 
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in areas where the seller and service provider is located. The act further allows 

consumers to be heard or seek a hearing through video conferencing. This measure 

further saves time and energy as compared to the COPRA,1986.48 M.R Madhavan, the 

co-founder and President of PRS Legislative Research said that an important change 

made by the COPRA, 2019 is that the amount of money spent on buying the product 

will be the determiner of the value of the case while under the COPRA,1986, placed 

that the total value of the product to be the determiner of the case. He further mentioned 

that if something is bought at discount, the amount that the consumer has paid at the 

time of buying the product will be the determiner and not the maximum retail price.49  

Impact of Consumer Protection Act, 1986  

The rights that are given to consumers in the form of Consumer Protection 

Act,1986 promotes equal social opportunities, help welcome complaints, and make 

access for speedy redressal if the need arises. It was hailed as the most progressive and 

comprehensive socio-economic legislation in the country. Its enactment was preceded 

by prolonged public debate and persistent demand from consumer activists and 

concerned citizens.50 The aims and objectives of this act are absolutely necessary for 

consumers to claim their human dignity in their everyday activities as far as 

consumption is concerned. Prior to this Act, the spirit of consumerism was so feeble 

and dormant that no association, public or private spirited, raised any finger on regular 

hike in process not because it is necessary but either because it has not been done for 

 
48 Consumer Protection Act,2019., op.,cit., Section 84. 
49  Singh Shita, ET bureau, Economic Times, dated 19th Aug 2019, E-paper. 
50 Panwar J.S., op. cit., p.2. 
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some time or because the operational cause has gone up irrespective of the efficiency 

without any regard to its impact on the common man.51  

The Consumer Protection is a social benefit-oriented legislation. It is called 

Magna Carta of the Indian Consumer Movement. The Supreme Court has therefore 

time and again held that the Act is to be constructed in favour of the consumer to 

achieve the purpose of the enactment to ensure that goods and services conform to 

acceptable health and safety standards and protection of the consumer’s interests.52 

India leads the world in the number of laws it has enacted to protect the consumers. 

The subject for consumer protection includes air, water and noise pollution, 

environment pollution, quality standards, drug control. Essential commodities, 

weights and measures etc. but their implementation is extremely poor.53 However, 

there is no denying that  Consumer Markets for goods and services have undergone 

profound transformation since the enactment of the Consumer Protection Act, 1986.  

The Consumer Protection Act of 1986, the first law specifically designed to 

strengthen the voice of consumers under an act of Parliament, grants official status to 

all consumer institutions, grants rights to consumers for general use, requires sellers to 

pay restitution for damages to customers who have been wronged, establishes punitive 

actions, and creates a large number of consumer agents who work for the welfare of 

consumers. There are laws and regulations in place to ensure good governance in the 

open market, which cannot be disputed. However, the COPRA, 1986 is a paradigm-

shifting change in the complex environment of the buyer-sellers' market and provides 

 
51  Aggarwal S.N .,op. cit., p.11. 
52 Khanna Ram Shri, op. cit., p.115. 
53 Panwar J.S.,  op. cit., p.63. 
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the framework for future laws and enactments that may be required for the welfare of 

Indian consumers.



54 
 

CHAPTER III 

CONSUMER GRIEVANCE MECHANISM UNDER CONSUMER 

PROTECTION ACT,1986 

 

Development of Grievance institutions in India      

Consumer rights have received a great deal of attention over the past couple of 

decades. With technological improvements and a desire for a more peaceful 

coexistence in society, the demand and need for organisations to resolve consumer 

conflicts and grievances has grown. People are becoming more aware of their rights 

as time passes. The establishment of the grievance mechanism was one of the primary 

reasons why the Consumer Protection Bill was introduced in Parliament in 1986, 

without which the laws protecting consumers would simply be written law in form and 

may lack administrative implementation. This Consumer Protection law is seen as 

manifestation of consumer’s law to combat and provide relief to aggrieved buyers from 

unethical market practices.  

World Consumer Rights Day is celebrated every year on the 15th of March as 

a means to raise global awareness about consumer rights and in India, National 

Consumer Rights Day is celebrated every year on 24th December to commemorate the 

date on which it was enacted decades ago in the year 1986. The quantity of Boards, 

Commissions, Acts, and Provisions for addressing the requirements of consumers 

fluctuates throughout time and is reformed as necessary. These grievance mechanisms 

have a solemn obligation to restore law and order as well as justice for consumers. 

‘Consumer’ is a complex term and the nature possessed by the individual consumer 



55 
 

cannot be explained in universal satisfaction. While some consumers are well-

informed and conscious of their rights, others are rather naive and uninterested. 

Regardless of this, it is mandatory that consumers are well protected from fraud and 

unscrupulous services in the market. 

Meaning of Consumer Court and manner of filing a complaint 

Consumer Court refers to a special court provided for aggrieved consumers 

who are facing problems with the products/services bought and this court aims to 

resolve such dispute/grievances. Consumer Courts have been established to protect the 

rights of consumers and settle cases being filed at commissions at the national, state, 

and district level grievance institutions. The court will give a verdict in favour of 

consumers if only such cases of manipulative act/fraud claimed by buyers were found 

to be true. 

 A complaint may be filed against a seller if a consumer feels cheated, 

exploited, experienced a deficiency in service, fraud and scammed into buying a 

harmful product for property or life etc. An Advocate or Lawyer is not necessarily 

required, and the consumer may file a case in such Courts/forums. A legal notice is 

required to be sent to the opposite party  to give them legal notice of 30 days to resolve 

the dispute and if such order is intentionally ignored by the opposite party, a consumer 

can approach and raise such concerns in the consumer court. 

Definition of ‘Defects’ and ‘Deficiency’ under Consumer Protection Act, 1986  

The redressal of grievances under the Act can be claimed only for "defects" in 

goods or "deficiency" in services. Therefore, the Act has defined these terms clearly 
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to explain the nature of defects and deficiencies based on which proceedings can be 

initiated. Section 2(l)(f) defines "defect" as any fault, imperfection or shortcoming in 

the quality, quantity, potency, purity or standard which is required to be maintained by 

or under any law for the time being in force or under any contract, express or implied, 

or as is claimed by the trader in any manner whatsoever in concerning any goods.  

Consumer services provided under Consumer Protection Act, 1986 

The term service is an act of assistance between two party i.e. the buyer and the 

seller in market environment. The Consumer Protection Act of 1986 defined ‘service’ 

as a compensation which is made available to potential users and includes, but not 

limited to, the provision of facilities in the connection with banking, financing 

insurance, transport, processing, supply of electrical and other energy, board or 

lodging or both, housing construction, entertainment, amusement or the purveying of 

news or other news. Service here, however, does not include the providing of any 

service free of charge or under an agreement of personal service.54  

The scope of service under the act denotes the buyer of the product or the one who 

comes in contact with the seller voluntarily when the purchase was being made. The 

service is automatically approved by the buyer who made the purchase without 

hesitation. After the purchase is being made, if the buyer resale such products the 

services responsibility however ends with the new potential buyer of the product. The 

concept of service is at its peak during buyers /seller’s negotiation and purchase were 

being made and usually proceeds on when warranty is guaranteed and where buyers 

 
54 Section 2 (1) O, Consumer Protection Act, 1986. 
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may make use of services provided by sellers in times of repair or exchange guaranteed 

by manufacturers within a limited time. 

The process of providing good and timely service to consumers can immensely 

fight back the problems faced by consumers in the market. It includes services 

provided to consumers during banking, insurance, shopping, health and social 

services, education, hospitality, travelling etc. The company or shops that provide 

good services to consumers have a high chance of retaining their consumers as they 

provide platform of knowing their consumers more and understanding their problems.  

Consumer Grievance Redressal Agencies under Consumer Protection Act, 1986 

The Consumer Protection Act, 1986 has been implemented to protect and guide 

consumers regarding such services. Consumer Court is a special purpose court in India, 

that deals with cases regarding consumer disputes and grievances. These are the 

judiciary hearings set up by the government to protect consumer rights. Its main 

function is to maintain the fair prices of the sellers towards the consumers. Consumers 

can appeal a case against a seller if they are cheated or exploited by sellers. The Court 

will only give verdict in favour of the consumers/customers if they have proof of 

exploitation, i.e., bills or other documents. If the consumer does not have the proper 

documents required for filing a case, then it would be difficult for the consumer to win 

or even file a case.55  

The government of India, for the purposes of this Act, may order for the 

establishment of  the agencies particularly related to consumer related issues where 

 
55 Minhas Shammi , Consumer Disputes and Consumer Redressal Forum in India, International 
Journal  of Engineering Science Convention, Volume 8 , Issue 06, Series I, June 2019. 
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there is practice of fraud acts against the buyers, or if a case of product or service is 

found to be unfit for the overall wellbeing of consumers, the Consumer Protection Act, 

has legitimized  the setting up of the following agencies which the aggrieved 

consumers can reach to address unjust act such as:   

a) National Consumer Redressal Commission  which may be established by the central 

government by notification. 

b) Consumer Disputes Redressal Commission called ‘State Commission’ may be 

establish by the state government  in the State.  

c) District Forum may be established by the State government in District capitals if the 

need arises. 

The Boards and Forum at the national, state and district level are set up to 

determine the nature of works to be carried out by various redressal mechanisms and 

are to maintain the misunderstanding that may erupt, cooperation that may be required 

within various parties and beneficiaries. To further deal with the needs of consumers, 

Consumer Courts have hence been set up to protect the right of consumers. The 

Government of India by notification has set up numerous agencies for consumer 

Grievance mechanisms at the Central level, State and District level.  

The agencies at all levels are to serve the same purpose and are to give utmost 

consideration to consumers and their complaints. The different levels are integrated, 

and consumers may approach the three-tier quasi-redressal mechanism depending on 

the value of goods and services claimed to keep the rules laid under this act.  
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The setting up of Grievance institutions in the form of National Commission 

in the National level, State Commission at the State and District Forum at Districts 

under the State government main aim is to give fair/accessible and speedy justice to 

aggrieved consumers. The enactment of COPRA, 1986, it enables consumers to 

approach such grievance institutions to solve their problems. 

Chart 3: Consumer Dispute Redressal Agencies in India under Consumer 

Protection Act, 1986 

 

At present, there are 629 District Forums and 35 State Commissions with 

National Consumer Disputes Redressal Commission (NCDRC) at the Apex. The 

NCDRC has its office in New Delhi, India.56 The jurisdiction of these three consumer 

Redressal Agencies is based on the pecuniary limit of the claim made by the 

complainant. An appeal lies to the State Commission against an order made by District 

 
56 Ncdrc.nic.in. accessed on 12th oct 2020.  
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Forum and an appeal lies to the National Commission against an order made by State 

Commission on a complaint filed before it or in an appeal against the order passed by  

District Forum. The Redressal Agencies are vested with the powers of a Civil Court 

under the Code of Civil Procedure, 1908 for conducting the proceedings before them.57 

Table 1: Total number of consumer complaints filed/disposed since inception 

under Consumer Protection Law 

 

Sl. 
No. 

 

Name of Agency 

 

Cases filed since 
inception 

 

Cases disposed 
of since 

inception 

 

Cases 
Pending 

 

% of 
total 

Disposal 

      

1. National 

Commission 

138676 116508 22168 84.01% 

2. State Commission 874562 755863 118699 86.43% 

3. District Forums 4472029 4057971 414058 90.74% 

      

 TOTAL: 5485267 49030342 554925 89.88% 

Source:  NCRDC as on 31st August 2021. 

Table 1 shows the number of cases filed/disposed and the total percentage of disposal 

of cases filed by consumers since inception in the National Commission, in different State 

Commission and  Redressal Commission of numerous Districts in the whole of India. The 

table shows that as of August 2021, 138676 cases had been filed with the National 

Commission, 874562 cases had been filed with State Commissions from every Indian state, 

 
57 Ibid., p.30. 
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and 4472029 cases had been filed with all District Commissions put together.58 This may be 

affected by how compensation claims are categorised and by the instructions for contacting 

the three-tier Redressal Commissions. A consumer could file a lawsuit at the District Forum 

if the compensation sought is less than 20 lakhs rupees, more than 20 lakhs but less than one 

crore rupees at the State Commission, and more than one crore rupees at the National 

Commission. The National Commission is shown to have pending cases with 84.49% cases 

being resolved, 86.43% cases resolved by the State Commissions and 90.74% cases resolved  

by the District Forums from the total cases being filed under different forums in India. 

The Government of India gives immense importance to grievance mechanisms 

that serve as a tool for buyers to raise their voice against unscrupulous products that 

may hamper their health and wellbeing. The different states in India all have a 

functional Grievance Commission and Forums in District areas. The Commissions on 

hierarchical order however are bound to follow the single line of Judiciary where the 

lower courts cannot encroach its jurisdiction and an appeal can be initiated if the lower 

courts find that the case under dispute as falling under the realm of the higher 

commission and is thus out of their power and jurisdiction. The apex redressal agency 

can order the lower courts or forum in the states and district level to provide documents 

supporting the verdict that has been made. The single line of Judiciary is maintained 

in order that uniform judicial system is ensured for consumers. 

District Consumer Disputes Redressal Forum 

‘District Forum’ or District Consumer Disputes Redressal Forum can be 

established in different district in the state. The state government may also establish 

 
58 http://ncdrc.nic.in accessed on 3rd September 2021. 
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more than one district consumer forum if found fit. Different states may establish by 

notification ‘State Commission ‘and further a NCDRC may be established by 

notification by the Central government. The appointment of the members and 

President of District Forum is under the power of the State government on the 

recommendation of a Selection Committee composing of the President of the State 

Commission who acts as the Chairman. The Secretary of the Law Department of the 

State who acts as a member and Secretary in charge of the Department dealing with 

consumer affairs in the state shall also act as a member of the Selection Committee.59 

The members of the District Forum shall hold office for a term of five years or up to 

65 years of age whichever is earlier and shall be eligible for re-appointment. 

The Forum is a platform where both parties come together reconciling their 

differences, this Act set up the hierarchy of three redressal agencies, District Forum, 

State Commission and National Commission. Any person having a grievance against 

a firm or trader can file a complaint in the District Forum for value up to rupees 25 

lakhs, file complaint in the State Commission the value of rupees one crore and the 

National Commission for the value of above rupees 1 crore in respect of deficiency in 

goods and services.60 The Consumer Protection Act, 1986, has given a three-tier quasi-

judicial grievance mechanism for redressal of consumer grievances. These are District 

Forum at the districts, State Consumer Disputes Redressal Commission in States, and 

the National Consumer Disputes Redressal Commission at the Centre. The 

Forums/Commissions have jurisdictions in accordance with the statue under the act. 

 
59 Ibid.,p.19. 
60 Yemmi R Shivayogappa, Vibhuti. G. Shivalingapp, International Journal of Advanced Research 
Ideas and innovations in Technology, volume 4, Issue 3, Consumerism and Consumer Protection- A 
study on Consumer Dispute Redressal Forum in India, Karnataka,2018, pp. 2105. 
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Jurisdiction of the District Forum 

District Forum lies at the lowest structure of grievance institution and is to be 

established by the State government in each district and it serves as a consumer court 

that tackles consumer problems and provides compensation. It is to judge and decide 

any dispute that may arise the need for compensation for loss, mishandled business 

between parties arises. 

 In accordance with the provisions of this Act, the District Forum shall have the 

authority to hear complaints where the value of the goods or services and any 

compensation claimed does not exceed rupees twenty lakhs. A consumer dispute has 

to be settled based on evidence brought to the notice of the District Forum by the 

parties and not on mere averments in the complaints.61  

The District Forum may entertain complaints made by consumers within its 

jurisdiction and where: A complaint regarding any products sold or delivered or that 

has been agreed to be sold or delivered or any service provided or has been agreed to 

be provided may be filed in the District Grievance Forum by – 

(a)  The consumer whom such goods have been sold or delivered or that which has 

been agreed to be sold or delivered or such service provided or has been agreed to be 

provided. 

(b)  All consumer association that has been recognised whether the consumer to whom 

the goods sold or delivered or agreed to be sold or have been delivered or service 

provided or agreed to be supplied is a member of such association or not. 

 
61 Tiwari O.P., Op. cit., p. 90. 
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c) Any one or more than one consumer, or where many consumers are  having the 

same motive with the permission of the District Forum, on behalf of consumer/s. or 

(d)  The Central Government and the State Government, as the case may be, either in 

its individual capacity or as a representative of interests of the consumers in general. 

 e)   All the complaint filed under sub-section under this Forum shall be accompanied 

with such amount of fee and payable in such manner as may be prescribed. 

(f)  Regarding the receipt of a complaint made, the District Forum may, by order, allow 

the complaint to be advanced with or rejected: Provided that a complaint shall not be 

rejected unless an opportunity of an acknowledgement has been given to the 

complainant: Provided further that the validity of the complaint shall ordinarily be 

decided within twenty-one days from the date on which the grievance has been 

received. 

(g)   When a complaint is allowed to be proceeded, the District Forum may deal with 

the complaint in the manner provided under this law. Provided that where a complaint 

has been admitted by the District Forum, it shall not be diverted to any other court or 

tribunal, or any authority established or under any other laws being in force.62 

Manner of addressing complaints under District Consumer Forum: 

The District Consumer Forum can order the company to take the following 

actions once it hears the complaint and decides that the company is at fault: i) Correct 

deficiencies in the product to what they claim  ii) Repair defect free of charges iii) 

Replace product with the similar or superior product iv) Issue a full refund of the price 

 
62 Lawmann’s, Consumer Protection Act 1986 (68 of 1986), Kamal Publishers, 2015, New Delhi, 
p.16. 
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v) Pay compensation for damages/ costs/ inconveniences vi)Withdraw the sale of the 

product altogether vii) Discontinue or not repeat any unfair trade practise or the 

restrictive trade practice viii) Issue corrective advertisement for any earlier 

misrepresentation  If one is not satisfied with the verdict from the District Consumer 

Court, consumers can send  an  appeal in the State Consumer Disputes Redressal 

Commission within a period of 30 days.63  

The District Forum, the State Commission or the National Commission shall 

not admit a complaint, unless it is filed within two years from the date on which the 

cause of action has arisen.64 

State Consumer Disputes Redressal Commission 

The Consumer Protection Act, 1986 introduced the setting up of State 

Commission or State Consumer Disputes Redressal Commission in any State or Union 

Territory which  is to be composed of  President who acts as the Chairman and other 

members. The President of a State Commission is appointed by the State Government 

after consultation with the Chief Justice of the High Court. The President is one who 

has been a Judge of the High Court and is appointed by the State Government.65 The 

Other members of the Commission are nominated by the State Government on the 

recommendation of a selection committee consisting of the following, namely— 

    (i) The   President of the State Commission who acts as the Chairman. 

   (ii)  The Secretary of the Law Department of the State who serves as a member of 

the election committee. 

 
63  Minhas  Shammi Dr.,  Consumer Disputes and Consumer Redressal Forum in India, International 
Journal of Engineering Science Invention (IJESI), June 2019, p.6. 
64 Tiwari O.P., op.,cit., p.339. 
65 Khanna Ram Shri ., op.cit., p.109. 
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(iii)   The Secretary who is in charge of the Department dealing with consumer affairs 

in the State who also serves as a member. 

The member of the State Commission shall hold office for a term of five years or 

up to the age of 67 years whichever is earlier, and he shall not be eligible for re-

appointment.66 

Jurisdiction of the State Commission 

 The State Commission is an agency that is set up to resolve state level consumer 

disputes. The Commission has jurisdiction to entertain complaints where the value of 

the goods or services and compensation if claimed exceeds twenty lakhs but does not 

exceed one crore, Subject to the other provisions of this Act, the State Commission 

shall have jurisdiction to entertain: 

i. When a consumer file complaint where the value of the goods or services and 

compensation, claimed exceed rupees twenty lakhs but does not exceed 

rupees one crore: and 

ii. Appeals against the judgement of any District Forum within the State; and to 

call for the records and pass appropriate rules in any consumer conflict which 

is still pending before or has been decided by any District Forum within the 

State, where it appears to the State Commission that such District Forum has 

exercised a power not yet legalised or has failed to exercise a jurisdiction so 

vested or has made a decision in exercise of its jurisdiction illegally or with 

material irregularity. 67 

 
66 Section 16, Consumer Protection Act, 1986. 
67 Section 17, Consumer Protection Act, 1986. 
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The setting up of the State Commission by the State government to investigate the 

grievances of consumers has enabled ordinary consumers to file complaint easily 

where the product or service under dispute is of lumpsum amount. The State 

Commission has the power to call for documents or pass orders which are pending 

before or have been decided by the District Forum, or in such cases if the State 

Commission feels that the District Forum has exercised function or jurisdiction not 

vested in it by law. It however has limited jurisdiction as it must conduct and use the 

power that is vested in it by law. 

Manner of filing complaints in the State Commission 

The Consumer Protection Act, 1986 is landmark legislation for consumers in 

India as was enacted to protect the rights of consumers by making way the process of 

empowering consumers the rights to file for grievance to receive relief or 

compensation if their rights are infringed. A complaint has to be filed within two years 

from the date on which the cause of action/ deficiency in service/defect in goods arises. 

However, a complaint may also be filed after two years, if the complainant satisfies 

the State Commission that he/she has sufficient reasons for not filing the complaint 

within such period. The consumer can file a complaint or petition against a seller or 

the opposite party against which the complaint has been made actually and voluntarily 

resides or carries on business or has a local branch or independently works for gain; 

or file a complaint against any of the conflicting parties, where there are more than 

one, at the time of the complaint, actually and voluntarily resides, or carries on 

business or has a branch office or personally works for gain, provided that in such case 

either the permission of the State Commission is given or the opposite parties who do 
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not reside or carry-on business or have a branch office or personally work for gain, as 

the case may be, have given their consent to the proceeding of the trial.  

Transfer of cases under State Commission 

The State Commission has the power to defer any pending case or complaints 

from one District Forum to another on its initiative or with regards to the request of 

the consumer. Any person aggrieved by the order of the State Commission may file 

complaints against such order to the National Commission however, such defer of the 

case shall be received within thirty days after such order was  made. The National 

Commission may hear an appeal after the expiry of thirty days if the Commission 

agrees that there was a legit reason as to why such deferred case was not filed within 

thirty days. However, no complaint and hearing will be entertained if the amount 

required has been paid by the petitioner for the deferred cases to be resolved by the 

National Commission.68 The National Commission is authorised to exercise an 

administrative control over all the state Commissions and through the State 

Commission over the District Forums.69 

National Consumer Disputes Redressal Commission 

The National Consumer Disputes Redressal Commission or National 

Commission is a quasi-judicial Commission in India that was set up in 1988 under the 

Consumer Protection Act, 1986. Its Head Office is in New Delhi.70 The National 

Commission shall be established by the Central Government by notification,  and it 

 
68 Section 17(A) of Consumer Protection Act, 1986. 
69 Section 24 (B) of Consumer Protection Act,1986. 
70 http://ncdrc.nic.in/ accessed on 29th April 2019. 
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exercises original jurisdiction against complaints which value is above 100 lakhs in 

rupees. It also has appellate jurisdiction towards the order of the lower courts and can 

demand documents regarding the resolution made by the lower Redressal agencies 

such as State Consumer Dispute Redressal Commission and District Forums. It also 

has the power to take over cases that are pending under the lower Courts. The main 

purpose of the National Commission is to give fair, inexpensive and speedy redressal 

of consumer grievance.  

Composition of the National Commission 

The Central Government shall have the power to appoint the members of the 

National Commission on the recommendation of the Selection Committee consisting 

of the following, namely. 

(a) A person who is a Judge of the Supreme Court to be nominated by the Chief Justice 

of India who acts as the Chairman of the Selection Committee. 

(b)The Secretary in the Department of Legal Affairs in the Government of India as a 

member. 

(c) Secretary of the Department dealing with consumer affairs in the Government of 

India who is also a member. 

With the recommendation made by the above selection committee, the 

National Commission thus, shall consist of, a person who is or has been a Judge of the 

Supreme Court, to be appointed by the Central Government, who shall be its President  

however, no appointment  with regards to the President of National Commission shall 

be made except after consultation with the Chief Justice of India. The Commission 
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shall consist of four other members one of whom shall be a woman who shall be 

persons of ability, integrity and standing and have adequate knowledge or experience 

of, or have shown capacity in dealing with, problems relating to economics, law, 

commerce, accountancy, one who is familiar with public affairs and administration. 

Every member of the National Commission shall hold office for a term of five years 

or up to the age of seventy years, whichever is earlier and shall not be eligible for re-

appointment.71 However, not more than 50% of the members shall be from amongst 

the person having a judicial background. The expression ‘Having  judicial background 

‘means persons having knowledge and experience for at least 10 years as a presiding 

officer at the district level court or any tribunal at an equivalent level.72 The reason to  

why the members should consist of not more than 50% is that the National 

Commission is a quasi-judicial body, and the presence of only judicial personnel might 

encroach the principles of transparency and separation of powers among 

administrative and judiciaries. 

Jurisdiction of the National Commission 

NCDRC have its head office in New Delhi and the commission is headed by a 

sitting or retired judge of the Supreme Court of India.73 It is highest authority to settle 

the consumer disputes under the Act and is an independent statutory body also called 

as the National Commission.74 With regards to the other provisions under this Act, the 

National Commission shall have power—(a)  To hear  consumer complaints where the 

 
71 Section 20, Consumer Protection Act, 1986. 
72 Raut C Kishore, Nabi Irshadun Mohammed, Nbi Kamalun Mohammed. (2015) Consumer Rights 
and Protection in India, New Delhi: New Century Publishers., p. 204. 
73 http://ncdrc.nic.in/ accessed on 3rd July 2018. 
74  Tiwari O.P. (1899), Consumer Protection Act., opcit.,p.487.  
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value of the products or services and compensation, if any, claimed is more than one 

crore and Appeal where the value of the goods or services and compensation, if any, 

claimed exceeds rupees one crore. 

(b) It can  appeal against the decision made by any State Commission; and 

 (c) It has jurisdiction to call for the documents and pass suitable orders in any 

consumer grievance which is pending before or has been decided by any State 

Commission where it is regarded by the National Commission that such State 

Commission has exercised a function beyond their jurisdiction.   

Limitation period of filing complaints at the District, State and National 

Commission 

The District Forum, the State Commission or the National Commission shall 

not entertain a complaint unless it is filed within two years from the date on which the 

cause of action has arisen. If the case is filed within two years in which such mishap 

has happened, an appeal or case may be filed in the National Commission, State and 

District Forum keeping in view the jurisdiction and notwithstanding anything 

contained in the rules made under COPRA, 1986.  If the complainant has sufficient 

reason as to why the complaint was not filed within the stipulated period, the complaint 

may be given consideration and approval by the Commissions at the National, State or 

District Forum. If however is not approved by the National Commission, the State 

Commission or District Forum, the complaint may be rejected  or not entertained 

keeping in view the records of the reason for disregarding such delay.75  

 
75 Section 24 (A),  Consumer Protection Act, 1986. 
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Table 2: Statement of cases filed/ disposed of/ pending in National Commission 

and State Commissions (As of 31.08.2021) 

Sl. 
No. 

 

Name of State 

 

Cases filed 
since inception 

 

Cases disposed 
of since inception 

 

Cases 
pending 

 

% of 
Disposal 

 

As on 

  

National commission 

 

138676 

 

116508 

 

22168 

 

84.01 

 

31.08.2021 

1.   Andhra Pradesh 34651 33688 963 97.22 31.07.2021 

2.   A & N Islands 133 124 9 93.23 31.03.2021 

3.   Arunachal Pradesh 126 124 2 98.41 30.06.2021 

4.   Assam 3302 2804 498 84.92 30.06.2021 

5.   Bihar 20844 18771 2073 90.05 31.03.2021 

6.   Chandigarh 25796 24302 1494 94.21 31.12.2020 

7.   Chattisgarh 15665 15294 371 97.63 31.07.2021 

8.   Daman & Diu & DNH 25 20 5 80.00 31.03.2011 

9.   Delhi 53309 45450 7859 85.26 28.02.2021 

10.   Goa          3473 3277 196 94.36 31.07.2021 

11.   Gujarat 62322 57160 5162 91.72 31.07.2021 

12.   Haryana 55177 50985 4192 92.40 31.07.2021 

13.   Himachal Pradesh 10886 10372 514 95.28 30.06.2021 

14.   Jammu & Kashmir 9038 7549 1489 83.53 31.05.2016 

15.   Jarkhand 6590 5668 922 86.01 31.12.2018 

16.   Karnataka 64445 54515 9930 84.59 31.07.2021 

17.   Kerala 32887 30007 2880 91.24 30.06.2021 

18.   Lakshadweep 19 17 2 89.47 30.12.2019 
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19.   Madhya Pradesh 59515 48522 10993 81.53 31.07.2021 

20.   Maharashtra 92356 73948 18408 80.07 30.06.2018 

21.   Manipur 170 164 6 96.47 31.12.2015 

22.   Meghalaya 300 285 15 95.00 31.03.2015 

23.   Mizoram 251 230 21 91.63 30.06.2021 

24.   Nagaland 165 136 29 82.42 30.09.2015 

25.   Odisha 27335 21375 5960 78.20 31.12.2020 

26.   Puducherry 1149 1084 63 94.52 31.08.2021 

27.   Punjab 42716 42209 507 98.81 30.06.2021 

28.   Rajasthan 72350 68545 3805 94.74 31.07.2021 

29.   Sikkim 83 80 3 96.39 30.06.2021 

30.   Tamil Nadu 30492 26524 3968 86.99 31.07.2021 

31.   Telangana 6507 2636 3871 40.51 31.07.2021 

32.   Tripura 1942 1937 5 99.74 31.07.2021 

33.   Uttar Pradesh 89832 64450 25382 71.75 31.12.2019 

34.   Uttarakhand 7084 5595 1489 78.98 31.12.2020 

35.   West Bengal 42627 38014 5613 87.13 30.06.2021 

 TOTAL 874562 755863 118699 86.43  

       

Source: National Consumer Disputes Redressal Commission. 

Table 2 shows the number of cases filed/pending in National and State 

Commission. When filing a case at the National Commission or State commission, a 

consumer can argue his case or may be represented by an agent or authorised person. 

He/she can file his complaint directly in Forums and Commission keeping in view the 
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total value of goods or services and compensation claimed in such Grievance 

institution. He/she need not ask a lawyer or any other representative and may represent 

his/her complaint. A request filed before the State Commission or the National 

Commission shall be heard as early as possible, and a disposing of such appeal shall 

be made to finally dispose of the appeal within ninety days from the date it has been 

appealed. The  suspension of the order shall not ordinarily be granted by the State 

Commission or the National Commission, as the case may be, unless enough reason is 

shown for doing so and the reasons for grant of adjournment have been enacted. 

 The State Commission or the National Commission, as the case may be, shall 

make such rules as to the costs caused by the adjournment as may be provided in the 

restrictions made under this Act. It is also required that at the time of an appeal being 

disposed of after the period so notified, the State Commission or the National 

Commission, as the case may be, shall maintain the reason for the same at the time of 

disposing of the said appeal.76 An appeal before the State Commission can only be 

filed after the appellant has deposited 50% of the amount that he/she is required to pay 

to the complainant by order of a District Forum or Rs. 25000, whichever is less.77 An 

appeal before the National Commission can only be filed after the appellant has 

deposited 50% of the amount that he/she is required to pay to the complainant in 

accordance with order of a State Commission or Rs. 35000, whichever is less.78 

These quasi-judicial bodies will observe the principles of natural justice and 

they are empowered to give reliefs of specific nature and to award, whenever 

 
76 Section 19, Consumer Protection Act, 1986. 
77  Ibid., Section 15. 
78  Ibid. Section 19. 
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appropriate, compensations to consumers. The penalties for non-compliance with the 

orders passed by the quasi-judicial bodies have also been provided.79 It is worth 

mentioning that punitive actions were to be taken against the seller found guilty of 

committing an unlawful act.  

The State Commission can exercise revisional powers on grounds similar to 

those contained in section 115, the Code of Civil Procedure concerning a consumer 

dispute pending before or decided by a District Forum [section 17 (b)] and the National 

Commission has similar revisional jurisdiction in respect of a consumer dispute 

pending before or decided by a State Commission [section 21 (b)]. Further, there is a 

provision for appeal to the Supreme Court from an order made by the National 

Commission on a complaint or an appeal against the order of the State Commission.80  

The process of Hearing of Appeal under District, State and National Commission 

An appeal may be filed before the State Commission if a complainant is 

aggrieved by the Order issued by the District Forum, within thirty days from the date 

of receipt of the Order. A complainant aggrieved by the Order issued by the State 

Commission may file an appeal petition before the National Commission within thirty 

days from the date of receipt of Order.  

Section 23 of COPRA,1986, specifies that the order of the National 

Commission may be appealed  against to the Supreme Court of India. The reason for 

filing such appeal in the grievance institutions should be specified. 

 
79 Kulshrestha  Sony Dr. , The Law related to Consumer Protection in India,  IRA-International 
Journal of Management & Social Sciences,  Vol.13, Issue 02 (November 2018), p.67. 
80 Aggarwal S.N, Supreme Court on Consumer Protection Act Universal Law Publishing co., New 
Delhi,2013, pp. 6-7. 



76 
 

A request filed before the State Commission or the National Commission shall 

be heard as early as possible, and a disposing of such appeal shall be made to finally 

dispose of the appeal within ninety days from the date it has been appealed. The  

suspension of the order shall not ordinarily be granted by the State Commission or the 

National Commission, as the case may be, unless enough reason is shown for doing so 

and the reasons for grant of adjournment have been enacted.  

The State Commission or the National Commission, as the case may shall make 

such rules as to the costs caused by the adjournment as may be provided in the 

restrictions made under this Act. It is also required that at the time of an appeal being 

disposed of after the period so notified, the State Commission or the National 

Commission, as the case may be, shall maintain the reason for the same at the time of 

disposing of the said appeal.81 An appeal before the State Commission can only be 

filed after the appellant has deposited 50% of the amount that he/she is required to pay 

to the complainant following the order of a District Forum or Rs. 25000, whichever is 

less.82 An appeal before the National Commission can only be filed after the appellant 

has deposited 50% of the amount that he/she is required to pay to the complainant 

following the order of a State Commission or Rs. 35000, whichever is less.83 

These quasi-judicial bodies will observe the principles of natural justice and 

they are empowered to give reliefs of specific nature and to award, whenever 

appropriate, compensations to consumers. Penalties for non-compliance with the 

 
81 Section 19 A, Consumer Protection Act, 1986. 
82 Ibid., Section 15. 
83  Ibid., Section 19. 
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orders passed by the quasi-judicial bodies have also been provided.84 It is worth 

mentioning that punitive action will be taken against seller found guilty of committing 

an unlawful act. The State Commission can exercise revisional powers on grounds 

similar to those contained in section 115, the Code of Civil Procedure concerning 

consumer dispute pending before or decided by a District Forum [section 17 (b)] and 

the National Commission has similar revisional jurisdiction in respect of a consumer 

dispute pending before or decided by a State Commission [section 21 (b)].85 The order 

of the National Commission can be appealed by the Supreme Court within one month 

after which resolution has been made by the National Commission. It is at the apex of 

the adjudicatory body which is set up exclusively for consumers to raise concerns and 

disputes. 

Finality of Orders of District, State and National Commission 

  The order of a District Forum, the State Commission or the National 

Commission shall, if no enquiry has been preferred against such order under the 

provisions of this Act, will considered to be final. 

Central Consumer Protection Council 

The Central Consumer Protection Council is an advisory Council with an 

objective to render advice on the promotion and protection of the consumer’s rights 

under the Consumer Protection Act, 1986. The Central Government shall, by 

notification, establish with effect from such date as it may specify in such notification, 

 
84 Kulshrestha  Sony Dr. , The Law related to Consumer Protection in India,  IRA-International 
Journal of Management & Social Sciences,  Vol.13, Issue 02 (November 2018), p.67 
85 Aggarwal S.N. (2013). Supreme Court on Consumer Protection Act,  New Delhi: Universal Law 
Publishing co., pp6-7 
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a Council to be known as the Central Consumer Protection Council. The Central 

Council are to constitute the following members, namely: - (a) the Minister in charge 

of consumer affairs in the Central Government, who shall be its Chairman, and (b) 

such number of other official or non-official members representing such interests as 

may be prescribed. The Council is to call for a meeting when required and regarded 

necessary provided that at least one meeting is to be held every year. 

Objectives of Central Consumer Protection Council 

The motives of the Central Council shall be to protect and promote the rights 

of the consumers such as, - 

 (a) the right to be protected against the marketing of goods and services which 

are harmful to life and property.  

(b) the right to be informed about the quality, quantity, potency, purity, 

standard and price of goods or services, as the case may be to protect the consumer 

against, unscrupulous marketing  

(c) the right to be informed, wherever possible, access to a variety of goods and 

services at competitive prices. 

 (d) the right to be heard and to be given an assurance that the interests of 

consumers will receive priority at the appropriate Forum.  

e) The right to seek complaint against unfair trade practices or restrictive trade 

practices or mishandling of consumers and 
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f) The freedom for consumer to be educated about their rights. 86    

The Consumer Protection Council is accountable for providing adequate 

assistance and guidance to consumers to avoid unfair treatment. The central council is 

an agent of the government of India, and it is bound by consumer welfare directives 

and objectives placed before it and perform roles which  advisory in nature  to promote 

interests of consumers in India.  

State Consumer Protection Council 

Every State Government by notification shall establish a State Consumer 

Protection Council with effect from such date as it may specify in such notification, a 

State Consumer Protection Council also known as State Council for such State. The 

State Council shall function as an advisory council and compose of the following 

members, such as: — a)The Minister-in-charge of Consumer Affairs in the State 

Government who shall be the Chairperson. The detailed number of other official or 

non-official members representing such interests as may be prescribed. (b) The 

number of the other official or non-official members, not more than ten members, as 

may be nominated by the Central Government. (c) The State Council shall meet as and 

when necessary but every year, not less than two meetings shall be held as and when 

necessary. (d) The State Council shall meet at such time and place as the Chairperson 

may regard suitable and shall observe such rules regarding the transaction of its 

business, as may be notified.  The motives of every State Council shall be to advice on 

encouragement and protection of consumer rights under this Act within the State. The 

 
86 Section 7 of Consumer Protection Act,1986. 
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main purpose of these Councils is to review consumer-related policies of the 

government and suggest measures for further improvements for protecting and 

promoting the rights of the consumers. 

District Consumer Protection Councils 

The Consumer Protection Act, 1986 empowers the state government to 

establish for every district a consumer protection council. The State Government by 

notification may establish for each District with effect from such date as it may specify 

in such notification, a District Consumer Protection Council to be known as the District 

Council.  

The District Council shall be regarded and act as an advisory council and 

consist of the following members, namely: — (a) Deputy Commissioner/ District 

Collector who shall be the Chairperson; and (b) The number of those official and non-

official members representing such interests as may be prescribed. It has been provided 

that the District Council shall meet at least not less than twice or when required 

necessary. The District Council may propose to meet at such time and place within the 

boundary the district as the Chairperson may think fit and shall observe such rules 

regarding the affair of its business as may be prescribed. Every District Council shall 

aim to give advice on the promotion and protection of consumer rights under this Act 

within the district.87 The  Councils at the Central, State and District are advisory in 

nature and with an objective to protect the rights of Consumers provided under the 

COPRA Act 1986. Human resources, programmes and projects are being utilized and 

 
87 Ministry of Law and Justice (Legislative Department),  The Gazette of India, New Delhi, the 9th of 
August, published by Authority, 2019, p.11. 
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coordinated to enhanced management capacity towards consumer’s welfare through 

the actions of Consumer Protection Council at National, State and  District levels.                                                                

Consumers need an inexpensive and quick grievance redressal mechanism to 

ensure that manufacturers and service providers are accountable for the price and 

quality that consumers are entitled to. The main motive of a Grievance Policy is to 

provide desired redressal whereby the Consumer who believes that he/she has been 

cheated by any act of the Company is given a fair opportunity to redress his/ her 

Grievance.88 It is highly favourable to provide several methods of complaints redressal 

including those which are available concerning the provisions of the Consumer 

Protection Act.89 Consumers cannot be left unnoticed or wonder where such services 

could be provided, the of the government must check and make facilities for the people 

living in the locality as the requirement of these redressal mechanisms are to be 

regarded as mandatory. They are entitled to receive such services in the form of a 

grievance mechanism without any discrimination bases on class, caste, gender, 

religion etc.

 
88 International Journal of Engineering science intervention (IJESI) volume 8 issue 06, June 2019, p. 
1. 
89 Consumer Protection, Reference Note No.1/RN/Ref./2013, Lok Sabha Secretariat, pp. 5-6. 



82 
 

CHAPTER IV 

AREA UNDER STUDY 

            

  Consumers in Mizoram 

Consumers in Mizoram, like those in any other area of the world, consume on 

a daily basis for survival and recreation. In the earlier days before the onset of 

technology and the changes made by globalisation, the people of Mizoram use ‘Village 

Crier ‘or ‘Tlangau’ to be alerted regarding information like the arrival of kerosene gas, 

the availability of ration (rice, sugar, wheat etc) at a subsidised cost. The duty of 

disseminating important information to the general public which erstwhile was 

entrusted to the ‘Village Crier’ is shouldered mainly by the Village Councils or the 

Local Councils or the varied community-based organisations like YMA through an 

efficient and relatable Public Address system (PAS).90  

The Mizo in the olden days used a barter system where the local inhabitants 

would exchange goods with their neighbours as a way and means of trading goods 

before money was invented. The Mizo people uphold the mentality of ‘Tlawmngaihna’ 

which is immensely endorsed in their mindset and is regarded to be what motivates 

them in having a cordial relationship with their neighbours. Since time immemorial, 

the Mizo people usually maintain a remarkably close relationship with their 

community and are practically always willing to have mutual settlement when it comes 

to issues that may arise hatred and dissent.  Mizoram being a young state have attained 

 
90 Public Distribution System in Mizoram. (2018-2019). Compendium of Best Practices, Department 
of Food, Civil Supplies &Consumer Affairs, Govt. Of Mizoram., p.14. 
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statehood only in the year 1987 and during these decades, it has seen numerous 

changes in the society as a whole and for consumers in the open market in particular. 

The current population of Mizoram is about 13 lakhs as of 2021 and though being the 

seventh least populated state in India under Census 2011, the number of consumers 

hassle and grievances against buyers and suppliers grew which cannot be hush away 

to keep the old tradition of ignoring wrongdoings for the sake of the future generations. 

Despite the need to uphold the tradition of being a close knit society,the  people 

of Mizoram are open to rules and regulations set up by voluntary institutions that act 

as platforms to create awareness among the consumers. The non-governmental 

institutions play an active role in a community like Mizoram, where local people are 

usually informed about their roles and rights through print and electronic media such 

as newspaper, radio, television, advertisement, pamphlets, signboards etc. India’s 

growing demand for protecting consumers has an imminent effect on Mizoram as a 

result the law of Consumer Protection Act, 1986 started functioning the next year i.e., 

on 22nd July 1987. It further led to the setting up of Legislations for protecting buyers 

in Mizoram. Framing of the Mizoram State Consumer Welfare Fund Rules, 2006 was 

another important milestone in the history of the Consumer Movement in the State of 

Mizoram. 

 The enactment of Consumer Welfare Fund by the Central Government, under 

the  Department of Consumer Affairs Ministry of Consumer Affairs, Food & Public 

Distribution Government of India in the year 1992. The Rules were made to provide 

financial assistance/Grant-in-aid to promote and protect the welfare of the consumers 
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and to strengthen the voluntary consumer movement in the State.91 The guidelines 

under the Central Government notified that State/ UT’s in India shall receive grants as 

seed money on one time basis which is 75:25 basis and 90:10 in case of Special 

Category States and UT’s. Here, the central government will credit 75% of the state 

and Ut’s welfare fund while the remaining are to be credited by the former and such 

grant will be of one-time basis. Further, the source of credit would be in the form of 

Court fees brought about by State Commission and District Forum. A Committee to 

maintain and record the accounts  of Consumer Welfare Fund is to be constituted by 

the State Government and shall be subject to audit by the Accountant General of the 

State. The Committee composed of Chairman, Vice Chairman and members having  a 

responsibility to make the best use or management of the Consumer Welfare Fund for 

promotion and protection of the best interest of consumers in the State. 

Public Distributive system in Mizoram 

The Government of Mizoram has proactively initiated the model of Universal 

PDS (Public Distribution System) to make food grains (rice) available, accessible, and 

affordable to every citizen in the state. The ultimate aim of PDS is to make food grains 

available to the most vulnerable population of the state at affordable prices at all times 

of the year.92  

The PDS is an important channel through which the government reduces the 

people's basic needs, and it is worth noting that the people are accustomed to this 

 
91 The Mizoram Gazette Volume no. XXXV, Aizawl, No. B. 13020/2/05- FCS & CA, the 2nd June 
2006. 
92 PDS in Mizoram: A compendium of Best Practices’., op.,cit., p. 5. 
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supply and distribution system. It has been viewed as a regular method of the 

government reaching out to and providing for the people, particularly the poor and 

disadvantaged. 

Table 3: District Wise number of Fair Price Shop. 

SL NO. DISTRICT 2016-17 2017-18 

1. Mamit 106 107 

2. Kolasib 71 72 

3. Aizawl 306 311 

4. Champhai 188 188 

5. Serchhip 100 99 

6. Lunglei 238 238 

7. Lawngtlai 117 117 

8. Siaha 123 120 

 TOTAL (MIZORAM) 1249 1252 

Source: Directorate of Food, Civil Supply & Consumer Affairs. 

Table 3 shows the number of Fair Price Shops available in Mizoram as of 2018. 

Fair Price Shops are an important channel of the public distribution system of essential 

goods that consumers in various parts of Mizoram rely on. The people are now 
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accustomed to the supply chain carried out by the government to provide essential 

commodities to the citizens. The Government of Mizoram ensures periodical checking 

of Ration Cards to eliminate bogus Ration cards and also takes stern action against 

persons found guilty of misusing the TPDS benefits.93 The prevalence of fraud and 

bogus ration card is also posing as a threat to public supply mechanism in Mizoram. 

The former Civil Supply and Consumer Affairs Minister John Rotluangliana have once 

mentioned in the Mizoram Legislative Assembly that in Mizoram the number of names 

entered in the family ration card amount to 15,91,533 while the population of Mizoram 

at that time was 10,97,206 according to the Census 2011.94 The ration card enables 

families household who are eligible to receive PDS services attain food at subsidised 

rate which is highly beneficial especially for economically deprived sections of the 

society.  

To curb the frauds and scams in the Public Distribution System (PDS), the 

Tripura and Mizoram governments have undertaken digitalisation of the rationing 

management under the Centre's End to End Computerisation of PDS Operation 

Scheme. An official of Mizoram's Food Civil Supplies and Consumer Affairs 

Department has mentioned that within the next few months, the digitalisation would 

be introduced in all the 1,420 fair price shops. With the new system in place, bogus 

ration cards, counterfeiter and other related scams would be identified and unearthed. 

The new system is considered to ensure transparency in the PDS, reduce wastage and 

contain unfair disposal of the surpluses. The utilization of ‘Aadhaar' number seeding, 

the end-to-end computerisation of the PDS would also ensure transparency at various 

 
93 Department of Food Civil Supply and Consumer Affairs, Mizoram, Citizen’s charter,  Aizawl, p.1. 
94 Vanglaini, April,2016. 



87 
 

levels of the essential supply system. The End-to-End Computerisation of PDS 

Operation Scheme is a joint initiative of the Union Ministry of Consumer Affairs, Food 

and Public Distribution and the National Informatics Centre and is being introduced in 

all the states and union territories of the country.95  

The Universal model of PDS in Mizoram targets around 100% percent of the 

population. Around 12 lakhs beneficiaries draw their monthly ration through 1236 Fair 

Price Shops, 9 PDCs, 17 SDCs and 94 Supply Godowns. Around 1,02,943 Qtls rice is 

transported every month by 600 trucks and other small vehicles. Both NFSA and Non- 

NFSA Beneficiaries are distributed equal amount of food grain (15kh) at differential 

prices.96 Electronic Point of Scale ( EPOS) is another initiative made under DFCS&CO 

which is regarded to ensure free and fair measurement of ration through which the 

consumer will get his exact due share ( quota) and this would also prevent the chance 

of measurement error.97  

The present Supply Minister K. Lalrinliana have mentioned that there are 120 

godowns under the Department of Food, Civil Supplies and Consumer Affairs and 

another 53 godowns for ‘Monsoon stock’ under the Department.98 On 5th September 

2019, LPG home delivery facilities have been launched by the Minister of FCS&CA 

after which numerous consumers applied for it. It was introduced as a pilot project 

where at the first stage 89 families were considered as beneficiary and is done to test 

the reliability of the newly introduced facility. An interactive Voice Response System 

 
95 https://www.outlookindia.com/newsscroll/two-ne-states-digitalise-rationing-management/1613201 
accessed on 27th March 2020. 
96 PDS in Mizoram : A Compendium of Best Practices, op.,cit., p.5. 
97 Vanglaini,  16th March 2020. 
98 Aizawl Post , April 15th, 2020, p.2. 
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has been provided where the consumers are required to enter their gas agency phone 

number and consumer number so that the consumers will be assisted without much 

hurdle. FCS&CA Deputy Director, Robert C Lalhmangaihna have mentioned that 

since Gas Distributors in Mizoram are not willing to provide a home delivery system 

in Mizoram, the government took the initiative so that door to door home delivery 

system could be provided for consumers in Mizoram.99  

Working of Department of Food, Civil Supply and Consumer Affairs in Mizoram 

The Directorate of Food, Civil Supply and Consumer Affairs play a functional 

role to cater to the needs of the people of Mizoram through the ‘No profit, No loss’ 

supply of essential goods for consumers in Mizoram. At present, the monthly off-take 

of rice under the PDS is 10,294332 Qtls. though the central allotment is only 3,847,715 

Qtls. The additional quantity of rice needed is being met from the Open Market Scales 

Scheme (OMSS) allotment by the Food Corporation of India (FCI) and also procured 

from the Open market. 1236 Fair Price Shops throughout the state are stocked every 

month with rice coming from 9 PDCs and 94 supply Godowns.100  

The department plays an active role in trying to put an end to the false 

measurement that can be made in providing essential commodities to consumers in 

Mizoram, the present FCS&CA Minister have also raised his concern in the 6th seating 

of Mizoram State Legislative session and requested for fair measurement and 

weightage to be conducted in fair price shops to prevent consumer from being cheated 

and connoted that one who indulge in false and fraud measurement would be given 

 
99 The Frontier Despatch, Volume 4, Issue28, September 9, 2019, p.16. 
100 PDS in Mizoram, A compendium of Best Practices, op.,cit., p. 8. 
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punitive action.101 To address the consumer issues in Mizoram, the Department have 

launched a quarterly e-newsletter called ‘Consumer Virthli’ on February 2021. This 

quarterly e-newsletter is expected to teach consumers to utilize their rights and make 

them aware of the rights possessed by them.102 Due to problem faced by Mizoram 

caused by the current pandemic caused by corona virus, the Department of FCS& CA 

is pro-active in addressing the inflation that might arise in Mizoram. 

Working of Non-Governmental Institutions  

The biggest NGO association called Central Young Mizo Association has held 

joined committees with the officials of FCS&CA where gas doorstep delivery 

initiatives were discussed. The process of doorstep delivery is being carried at four 

localities in Aizawl such as Dawrpui, Falkland and Zonuam, College Veng. With the 

initiatives done by the government, it is believed that such doorstep delivery to be 

available and functional in 28 localities in the capital state, Aizawl to ease the supply 

of gas to consumers in Mizoram. The Director of FCS&CA Dr. Lalhriatzuali 

mentioned that for the success of doorstep delivery, the support of YMA is solicited 

to make the aim into reality.103 Even though many have claimed that ‘doorstep 

delivery’ system as impractical for Mizoram, looking at the list of 66 Fair Price Shops 

in Aizawl East and 74 Fair Price Shops in Aizawl West, there are an average of three 

Fair Price Shops per locality and taking into account that, not all families in Aizawl 

are using ration cards, the idea of doorstep delivery is not just plausible but possible.104 

 
101 All India Radio (AIR), 9th March 2020. 
102 Minister’s message, Consumer Virthli, Quarterly, E-newsletter, February 2021. 
103 All India Radio, 20th January 2021. 
104 Lalropuii, Kumar Jyoti N.V.R, Performance of Public Distribution System in Mizoram, 
International Journal for Research in Engineering Application & Management (IJREAM), Vol:1, 
Issue No. 1 of November 2015, p.152. 
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The system of doorstep delivery is found to be less time and energy-consuming in 

comparison to the traditional way of carrying heavy cylinders and standing in a long 

queue in local gas point to collect LPG cylinders.  

The work that has been done by Mizoram Consumer Union for consumers is 

quite relevant in the state.  When World Consumer Day was celebrated on 15th March 

2019 by a joint affiliation of the Mizoram Consumer Union and Food, Civil Supplies 

and Consumer Affairs Department hosted at Department of Agriculture, Government 

of Mizoram Conference Hall, with the theme ‘Trusted Smart Products”, the President 

of the Consumer Union Prof. Chawngdailova has mentioned that Consumer Protection 

Act, 1986  framed by the central government will serve purposeful only if  the people 

are aware enough to utilise their rights, buying products in markets at prices not higher 

than the Maximum Retail Price, proper rate fixture of public vehicles, price of meat, 

fair weightage of rice at fair price shops, avoiding fuel dilution, following the 

guidelines of Telecom Regulatory Authority of India rate with regards to Cable 

Television subscription rate are few of the many ways in which the people are to be 

alerted. Further, he has mentioned that the District Forum has a powerful role in  

granting punitive actions to any lawbreakers be it the members of Consumer Union, 

employees of the government and also a cordial working with the esteemed grievance 

mechanism is required.105  

In the past year 2019, MCU has done enormous works on awareness given to 

consumers through workshops, seminars, meetings, and training in collaboration with 

agencies, institutions and organisations such as FCS&CA department, Health 

 
105 Vanglaini 24th January 2019. 
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Department, AIR, DDK, awareness given through talk show, State Consumer Dispute 

Redressal Commission, P&E Department etc. The matters taken through these 

institutions involve agendas such as awareness given about weights and 

measures(concerns and issues), the information given with regards to the change in 

cable tv fees to subscribers and the digitalization of cable tv, meeting on LPG delivery 

system (concerns and issues), workshops on food safety and the common trend of 

diluting petroleum with water (concerns, effects and punitive action), awareness given 

on the newly launched online electricity payment system, the restrictive rate on the 

selling of meat and public transportation to name a few.106  

The society serves as a vigorous institution for consumer concerns and has 

immensely affiliated itself with numerous consumers concerned agencies of Mizoram, 

consumer clubs etc. The growing awareness given in the form of Consumer Clubs 

made the process of awareness given to consumers informed and more enlightened. 

There are numerous Consumer Clubs that have been functioning in the state and the 

essence of which is the availability of awareness given to consumers from an early 

stage of schools and colleges. Consumer Clubs provide a platform for youths to receive 

information about different laws, ways and means of getting their grievance redress, 

manners, or ways to file complaints, ways of protecting oneself from a product that 

may hamper life and property etc. Consumer Clubs are an important platform where 

national and international important days pertaining to consumers are celebrated and 

in the process activities that might spark interest for consumer related issues are impart 

in the students.  

 
106 Mizoram Consumer Union, Annual Report 2019. 
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MCU used to organise  general meeting every year to look into and review the 

conditions of consumers and what matters should be deal with. Likewise, in the most 

recent annual meeting of MCU, which was organised on 22nd December 2019, the 

Food and Civil Supply and Consumer Affairs Minister K. Lalrinliana has mentioned 

that protecting consumer rights should be a major concern. In this Annual General 

meeting of MCU few tasks that may lessen consumer hurdles such as providing home 

delivery facilities of LPG gas and online refill booking are to be acquired at the 

earliest.107 Apart from all the functions Mizoram Consumer Union had played for 

consumer benefits, the meetings and provisions undertaken are of utmost concern for 

the welfare of buyers in Mizoram. 

Working of Governmental Grievance Forums/Commissions and interpretations 

of case resolved/ pending in such grievance institutions 

The Grievance institutions in the form of State Consumer Dispute Commission 

functioning in the state capital i.e. Aizawl and District Forums at almost all the districts 

of Mizoram creates a window for consumers in Mizoram as a whole and consumers in 

different districts in particular. The State Commission works under the wing of Food 

Civil Supply and Consumer Affairs to address the dispute and complaints that may 

have arisen between the sellers and buyers in Mizoram. The State Commission and 

Forum now referred to as District Consumer Grievance Commission was set up under 

the provisions made under the COPRA, 1986 to address and give easy and fair 

judgement to consumers in Mizoram. Both the Commissions at State and District 

 
107 Vanglaini, 14th December 2019. 
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functions under the chairmanship of President and members to assess and compensate 

the loss claimed by consumers keeping in view the rules within its jurisdiction.  

Table 4: Consumer Affairs Statistics at Department of Food Civil Supply and 

Consumer Affairs, Mizoram. 

Sl 

No. 

 

Parameter 

Fiscal Year 

2019-20 2018-19 2017-18 2016-17 2015-16 2014-15 

1. Case pending from 

previous year 

48 52 61 54 42 44 

2. Case received 26 39 36 52 108 62 

3. Total Case 74 91 97 106 150 106 

4. Case disposed 31 43 45 45 96 64 

5. Case pending 43 48 52 61 54 42 

Source; FCS&CA, Aizawl, Mizoram. 

Table 4 shows the number of cases filed, resolved, and pending as of 2020 that 

are being assessed directly by the responsible Public Grievance officer who oversees 

Monitoring and Consumer Affairs. The Monitoring and Consumer Affairs section 

under the department targets general promotion and awareness of Consumer Rights 

for price and quality control and that aims at empowering consumers so that they make 

informed choices. It also oversees a cooperative venture with consumers in vigilance 

to curb adulteration of foodstuff, POL, LPG etc.  
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Table 5: Total number of cases filed /pending/disposed since inception at District 
Consumer Dispute Redressal Commission, Aizawl District. 

1. Total No. of cases files since inception 3972 

2. No. of cases disposed of during the month Nil 

3. Total No. of cases disposed of since inception 3909 

4. Total No. of cases disposed of by Lok Adalat Method 617 

5. No. of cases disposed of within prescribed time norms Nil 

6. Total No. of cases disposed of within prescribed time norms 1293 

7. No. of cases pending 63 

Source; District Consumer Dispute Redressal Commission, Aizawl District, Aizawl. 

Table 5 shows that, when compared to the other forums, the Forum in the State 

Capital is the most visited and approached. Despite the few consumer complaints, the 

number of cases that cannot be resolved within the time frame specified and cases that 

are still pending raises concerns about the effectiveness of such a grievance 

mechanism. The poor number of cases disposed at various District Forums reveal its 

poor performance which results in the increasing exploitation of consumers by 

marketers, traders and shop keepers in several parts of Mizoram.108 The increasing 

challenges and problems faced by consumers in the market environment can be seen 

 
108 Pathi Srinibas, Lalrintluanga., op. cit., p.172. 
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as an impact of the notion that consumers in Mizoram rather choose to be silent instead 

of approaching the appropriate grievance institution.   

Working of Consumer Protection Council at the National, State and District level 

The Consumer Protection Council at the National, State and District levels 

exercise powers as conferred by COPRA,1986 and their functions are amended as 

required in the state. The Council’s at the National, State and District levels used to 

initiate value-added policies and orders for the welfare of consumers. The Consumer 

Protection Council’s main objectives is to protect consumers against unscrupulous 

marketing of goods and services and protects the rights to be informed about the 

quality, quantity potency, purity, standard and price of foods or services to protect the 

consumer against unfair trade practices. It further seeks to give the right to redressal 

against unfair trade practices or restrictive trade practices or unscrupulous 

exploitations of Consumers. 

Impact of Mizoram's border administration on consumer status 

The contemporary era also shows an increasing exchange of goods with other 

states and an ever-growing increase of buying goods not only on an inter-state level 

but also with the international market. Thus, the windows of consumers in Mizoram 

have extensively been broadened by the growing global world. Northeast India is the 

gateway to East Asia and has been acknowledged as a strategic focus for ‘Act East 

Policy’, earlier known as ‘Look East Policy’. It comprises eight states such as 

Arunachal Pradesh, Tripura, Manipur, Meghalaya, Nagaland, Sikkim, Mizoram, and 
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Assam.109 The strategic location of North East India coupled with the speedy 

development process of its neighbouring countries, increasing cooperation, and 

growing connectivity have led to a huge prospect of enhancing its trade activities.110 

The Prime Minister of India Shri Narendra Modi’s speech in the year 2017 at the 

International Conference on Consumer Protection, which is attended by 

representatives from South Asia, Southeast Asia and all the East Asian countries said 

that the Asian countries are not only catering to the goods and services markets in their 

own country, but their reach has expanded to other continents as well. In such a 

scenario, Consumer Protection is an important component that enhances and 

strengthens trade in this region.111  

The process of management of complex relations with two important 

neighbours, Bangladesh and Myanmar for India, enhance the role of the Ministry of 

External Affairs at the centre of developing trade with them. An inclusive stocktaking 

of some of the current challenges and working towards a solution of those problems 

that can be quickly solved is one of the ways to drive forward. For example, until now, 

the nearest food testing laboratory located in Guwahati was considered a hindrance for 

traders at the border, as the bulk of the traded goods consists of perishable consumer 

items such as fruits, vegetables, pickles etc.112 This ever-increasing trade with 

neighbouring countries and the national highways if left unchecked can pose a threat 

 
109 CUTS and FICCI, Harnessing the Potential for Cross-border Trade between Northeast India and 
its Neighbouring Countries Discussion Paper, as a Knowledge Partner of Federation of Indian 
Chambers of Commerce & Industry for its Northeast Connectivity Summit 2017: Connect Northeast, 
held in Kohima, Nagaland on September 22-23, 2017, p.1 
110 Ibid, p3. 
111 https://www.pmindia.gov.in/en/news_updates/pms-address-at-international-conference-on-
consumer-protection/ accessed on November 20th, 2019 
112 Sailo Laldinkima. Prospects for Border Trade in Mizoram, Institute of South Asian Studies, 
National University of Singapore, No. 216, 25 July 2013,p.9. 
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for consumers in Mizoram as trafficking of goods and illegal markets is a growing 

threat for the people of Mizoram. Although check on all goods and supplies may not 

be achieved in its totality, a focus needs to be made on effective management of the 

existing trade policies.  

The coming of modernity and the narrowing of the communication gap make 

goods supply chain easy access which can be procured in just a click away through 

online marketing. A large number of the people of Mizoram in today’s world have 

access to modern gadgets like smartphones, laptops which make buying of goods way 

easier. There are numerous online network shopping facilities that sells all kinds of 

products from kitchen supplies, farms products, clothes, home supplies and a majority 

of these sites have consumer grievance channel that is available to chat with to give 

assurance to consumers to buy their products. 

Changes bought by information technology for consumers in Mizoram 

The convenience and accessibility to desired products now being just a click 

away made online shopping a popular means of acquiring commodities in Mizoram. 

It is regarded to save time and energy as compared to needing to make payment on 

transportation. Mushrooming online business has hurt many local business 

establishments which prompted the Mizoram Merchants Association (MIMA) to meet 

state former Finance Minister Lalsawta, who while making it clear that the government 

had never had the intention of stopping online shopping. He further said that the state 

government tried to find ways to levy tax on commodities entering the state through 

courier and postal services. He has also mentioned that some businessmen in Aizawl 

were forced to close their shops after online shopping hampered their business by 
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offering commodities at much cheaper rates. The Former Finance Minister regarded 

online shopping as the blessings brought to Mizoram by ever-advancing technology in 

the 21st century and had mentioned that the Mizoram government would also try to 

get additional resources from the growing business 113.  

The seller luring the consumers through forgery and online scam is a common 

issue. Since the consumer cannot check or verify the claimed features of the product 

or service by the website, it relies on the representations made on the e-portals and 

many times mistakes made an advance payment before receiving or opening the 

product. Lack of knowledge or about the address or location of the website and how 

and where to file a complaint if the seller dupes them are the other problems faced by 

consumers.114 It is however worth mentioning that not all online sites lack a reliable 

grievance mechanism and consumers must check the terms of service conditions, 

policies, warranty, refund process, payment process etc to avoid the problem that may 

arise. Most online sites used to portray regulations and rights that are set out by traders 

to impart trust and guaranteed assistance to consumers.  

Consumers or buyers are also given the platform to make known their 

experience with an online purchase, goods and facilities provided such as consumer 

helpline/assistance, delivery partners and the overall experiences that consumers have, 

and this immensely helped future buyers to decide on which online site to trust and 

also serves as a platform where unsatisfied consumers may make their grievance 

 
113 https://retail.economictimes.indiatimes.com/news/e-commerce/e-tailing/more-and-more-people-
opting-for-online-shopping-in-mizoram/45401143 dec 2014 accessed on 29th June 2020. 
114 Shettal Kapoor, Mediation and Consumer Protection, Internal Journal on Consumer Law and 
Practice, 2019,  Delhi, vol- 7, p.75.  
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known. The online sites which lack such facilities are usually less likely to be 

approached by contemporary consumers who are considered to be more aware of their 

status and rights as consumers.  

The problems of consumers are readily resolved by online sites through 

refunds/exchange policy, and it is at this stage where consumers in Mizoram need to 

be aware of their rights and privileges against such online scams and markets. Further, 

the modern era is now highly equipped with cybercrime investigative bureau and the 

availability of Closed-circuit television (CCTV), also known as video surveillance also 

immensely helped in saving buyers from fraud sellers and vice versa. The availability 

of online bill payment facilities is also found to lessen consumer hurdles in Mizoram, 

payment of bills such as Water bill, Power and Electricity bill are now in vogue in the 

State. Power and Electricity Minister R. Lalzirliana has mentioned that Smart meter 

reading would also be utilized in the billing system to avoid fault readings of electricity 

bill and this online bill payment have been introduced to reduce the time and energy  

of consumers.115  

Mizoram is now simultaneously introduced to foreign goods and sellers not 

only from India alone but also from foreign countries. Bordering Myanmar and 

Bangladesh, Mizoram offers a gateway for engaging in international trade with 

Southeast Asian Countries. With improving road, rail and air connectivity and the 

establishment of trade routes with neighbouring countries, trade facilitation has 

improved over the last decade.116 However, because of this improvement in the trading 

 
115  Vanglaini, 17th September 2019. 
116 Mizoram State Report June 2020, www. Ibef.org accessed on 3rd August 2020. 
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system, Mizoram stands at the stage where the consumer’s lives may be hampered if 

comply with the ill effects of the global trading system as illegal trade system, drug 

smuggling, gold smuggling, smuggled betel nuts and other scams and fraud market 

simultaneously start reaching parts of India through Mizoram. The illegal trade in the 

far-east mainly through Mizoram, is considered to be more than Rs 3,500 crore 

annually. The Khawmawi village in Myanmar, which is located on the east of 

Zokhawthar is the focal point of the smuggling network.117  

Overall scenario of consumers in Mizoram 

The majority of Mizoram's people rely on agriculture or local farm products to 

supplement their daily consumption, and whether in the state capital, Aizawl, or in the 

various villages, the streets of the bazaar are filled with a variety of local farm 

products. It is, however, concerning that Mizoram continues to rely on other states and 

the central government to meet the ever-increasing demands of its consumers.  

Furthermore, globalisation and liberalisation have had a significant impact on 

Mizoram's economy, where foreign goods are increasingly being imported. In this 

regard, the products allocated have come from distant locations. Even interstate trade, 

if not inspected, can harm the open market.  

The availability of strict product inspection or available mechanisms to deal 

with foreign products and goods is required. As a result, consumers expect institutions 

to guard areas where goods that endanger their property and lives may enter. To keep 

 
117 https://nenow.in/north-east-news/mizoram/mizoram-is-biggest-hub-of-drugs-gold-and-arms-
smuggling-in-south-asia.html Anirban Roy, Northeast now July 22, 2019, accessed on 15th December 
2019.  
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consumers' needs in check, grievance mechanisms that check the purity of products 

and seize scams and fraudulent products must be available.
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CHAPTER V 

AGENCIES FOR CONSUMER PROTECTION IN MIZORAM 

 

Evolution of Agencies for Consumer Protection in Mizoram 

There are numerous agencies that play a vital role in serving the consumer in 

Mizoram be it institutions set up by the government or non-governmental agencies. 

These agencies have been set up to provide a decent standard of life, eliminate 

inequalities of status, provide easy access to consumer grievance, protect individuals 

and respect the dignity and ensure that consumers are aware of the rights given to them. 

Mizoram being one of the 29 states in India which follows a democratic form of 

government, the process that would create facilities in favour of consumers is requisite. 

The central government legislations that are deemed necessary are reciprocated by the 

state government and further actions and laws are also simultaneously followed by the 

state government. Before the ratification of COPRA, 1986, the Supreme Court, State 

High Courts, District Courts, Local Courts, and Public Interest Litigation Institutions  

assessed the needs and desires of consumers in India as a whole, and Mizoram in 

particular. 

 The enactment of COPRA, 1986 has brought to light the enforcement of 

Mizoram Consumer Protection Rule, 1987 under which, grievance mechanisms in the 

form of Consumer Dispute Redressal Commission, Consumer Forum, Courts, 

Consumer Protection Councils for Consumers in Mizoram has been provided. 

Although  numerous laws that protect consumers in India as a whole and Mizoram in 



103 
 

particular such as Food Security Act, Prevention from Food Adulteration Act, the 

Standard weights and Measures Act, have been enacted, none of these laws are 

consumer problems oriented  than Consumer Protection Act,1986.  

The enactment of Mizoram Consumer Protection Rule, 1987 has created a 

bigger scope for consumers to easily access judiciary for consumers and not just the 

civil or criminal courts for civilians. It has given legal status and legitimised roles for 

various Consumer protecting agencies and departments in the central government and 

also in the state, district and local administration. Under the direction of the Directorate 

of School Education, the Government of Mizoram, Consumer Clubs are set up in 

Government schools (Govt.& Deficit) Higher Secondary Schools and High Schools in 

Mizoram.118 The children are the future generation and exposure to rights and duties 

will duly help in time to come as they will be made aware of the privileges available 

for them being a consumer and the necessary roles played by them to create a 

consumer/seller-friendly environment. Consumers club is an initiative of the 

government of India and schools and colleges all over India have set up such clubs 

which serve their purpose in creating knowledge in consumer-related issues. It imparts 

in the student’s life skills and confidence to face an everyday challenge in the market 

and in meeting his basic requirements.  

Department of Food, Civil Supplies, and Consumer Affairs, Mizoram  

The process of tackling issues regarding the challenge of the needs of 

consumers is under the solemn obligation of a principal institution called the 

 
118 Pathi Srinibas, Lalrintluanga., op. cit., p.168. 
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Department of Food and Civil supply Office which have been functioning in Aizawl, 

the state capital of Mizoram. To promote, protect and safeguard the rights of 

consumers, the Department has undertaken various steps by organising consumer 

awareness programmes/training in different districts, encouraging the formation of 

Consumer Associations at State/District/Block levels, setting up Village Level 

Vigilance Committee to monitor PDS items within their jurisdiction. Moreover, the 

Enforcement squad of the department has been established to monitor the movements 

of PDS items and checking the consignment of essential commodities to prevent 

adulteration and black marketing. These measures have helped achieve the protection 

of Consumer Rights and Entitlement considerably.119  

The Food, Civil Supplies & Consumer Affairs Department's main goal is to 

ensure regular supply of foodstuffs at a reasonable price to the general public, 

particularly the poorer sections of society, through the State Trading Scheme in 

Mizoram's state-wide network of Public Distribution System, as well as to ensure the 

supply of essential commodities at reasonable prices. The Department is headed by the 

Director who is declared as Head of Department and necessary financial power has 

been delegated to him by Government for the proper implementation of the scheme. 

The Directorate formulates the schemes and policy to be followed in respect of 

procurement, storage and distribution of foodstuff and also prescribe forms and 

procedures to be followed by Subordinate Offices. The Directorate have control over 

all such offices and prescribe forms for reports and returns to be submitted periodically 

by all such offices and it is the duty and responsibility of the field Officers to comply 

 
119 https://fcsca.mizoram.gov.in/achievement-2016-2017-e-book.pdf p-5 accessed on January 2020. 
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with such instructions and procedures and submit the prescribed reports and returns 

within the stipulated time to the Directorate. 120  

Chart 4: Organizational set-up of Department of Food Civil Supply and 

Consumer Affairs.  

Source: PDS, portal, Mizoram. 

 
120 Government of Mizoram, Food Civil Supplies and Consumer Affairs Department, Manual ( 
Revised) 2011,p.1. 
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The F&CSO department's overall operation is organised into three wings: I 

administrative, (ii) general supply, and (iii) account. The Schemes initiated under the 

Department of Food Civil Supply and Consumer Affairs are to be implemented 

through the District Civil Supplies Officers (DCSO) in every district and Sub-

Divisional Food & Civil Supplies Officer (SDF&CSO) in the Sub-Divisions. At 

present there are nine District Offices and one Sub-Divisional Office in the State. Chart 

Number 4 shows that the nine  District Offices available under Food and Civil Supply 

Offices function under the supervision of the Department at the State capital, Aizawl 

and such District Consumer Supply Office under the Department are: a) Aizawl East 

District Civil Supply Officer, Aizawl East b) Aizawl West District Civil Supply 

Officer, Aizawl West, c) Lunglei District Civil Supply Officer, Lunglei,  d) Saiha 

District Civil Supply Officer, Saiha, e) Champhai District Civil Supply Officer, 

Champhai, e) Lawngtlai District Civil Supply Officer, Lawngtlai, f) Kolasib District 

Civil Supply Officer, Kolasib, g) Serchhip District Civil Supply Officer, Serchhip, h) 

Mamit District Civil Supply Officer. Further, Sub-Divisional Office have function 

under the Department such as :a) Sub-Divisional Food and Civil Supplies Officer, 

Tlabung Office. District Civil Supplies Officers (DCSOs) and SDF & CSOs are in 

charge of determining the annual requirement of foodstuffs in their respective districts 

(as per a government-approved scale).121  

The Department has also set up numerous areas inspecting offices for a critical 

examination of goods being supplied to the public at large and as a means of safety 

inspection of goods. The DCSO’s were given the responsibility for proper 

 
121 Ibid., pp.1-2. 
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maintenance of physical and financial accounts of all commodities made available to 

them and to submit monthly Accounts to the Directorate in prescribed Forms within 

the stipulated time in a regular manner. They are responsible to ensure that the 

commodities reach their destinations in time and adequate stock is made available at 

every centre particularly in the interior centres for monsoon period before dislocation 

of communication link with the onset of monsoon. The District Civil Supplies Officers 

and Sub-Divisional Food & Civil Supplies Officers are also responsible for enforcing 

all rules and regulations to prevent any loss or shortage of foodstuffs made available 

at various supply godowns within their respective jurisdiction due to fraud, theft, or 

misappropriation, so that the government does not suffer a loss in trading. 122 With 

regards to the protection of rights given to consumers, major changes have been put 

forth through roles played by the Department of Legal Metrology Wing and Consumer 

Cell under the wing of FCS&CA and District Commissions. The above mentioned 

have undertaken active roles under the wing of the Department of FCS&CA in 

addressing Consumer Grievances through punitive actions of lawbreakers. Thus, the 

proactive work done by the above has initiate remarkably in consumers the need to 

protect and utilize their rights.123  

Mizoram Consumer Union 

In the early nineties, there grows an increasing awareness among the people of 

Mizoram with regards to the need for exercising their dominant role since deception 

by suppliers is a common scenario. Further, the awakening is also induced by the 

 
122 Ibid.,p.2. 
123 Director’s Message, Consumer Virthli , e-Newsletter, February 2021. 
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Consumer Protection Act,1986, as the guidelines and rules are to be followed all over 

India and the need to protect consumers increased gradually. Apart from the 

government of Mizoram, numerous voluntary organisations have started questioning 

the problems faced by consumers in Mizoram. This led to the birth of certain 

organisations/ associations such as Mizoram Telephone subscribers Union formed in 

July,1990, Mizoram Electric Consumer Association founded in March 1993, Mizoram 

Gas Consumer’s union formed on April 1995 and Mizoram Cable TV subscribers 

Union formed in November 1995.124 The above-mentioned organisations were 

amalgamated into a single body called ‘Mizoram Consumer’s Union on 29th August 

1997. The Mizoram Consumer Union operates as a non-profit and non-political 

organisation that advocates since its inception the rights that consumers possessed and 

further tries to ensure fair and safe markets for consumers in Mizoram. The 

headquarter has been set up in Aizawl, Mizoram and composed of Executive 

Committee, Affiliated Branch, Consumers Club with a governing body under the 

charge of President, Vice President, General Secretary, Secretaries, Joint Secretaries 

and Treasurer. Since its inception, the Mizoram Consumer Union has been working to 

encourage a fair, transparent, and safe marketplace for all consumers and spread 

awareness at the same time.   

The ever-growing population of consumers as a whole and their needs have 

been posing  as a challenge for the Mizoram Consumer Union and further to suffice 

the requirements of consumers, certain objectives have been laid out by the 

organisation. Some of the aims and objectives of the MCU as enshrined in its 

 
124 The Constitution of Mizoram Consumer’s Union, 1995, published by Mizoram Consumer’s Union 
Headquarters, Aizawl Mizoram 2008, p.1. 
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Constitution and other publications. The aims and objectives of MCU may be 

elaborated as under: 

1. To safeguard the interest of the members, consumers and investors as provided 

for by the law of the land and the laws of the union. 

2. To promote awareness and to guide consumers/investors about their rights as 

provided for by law. 

3. To search for better and more efficient ways for the provision of Essential 

Commodities, Public Distribution Systems and important Public Services to 

the general public. 

4. To search for ways to ensure the smooth working relationship between 

Consumers and Agencies (i.e., Agents/distributors/ dealers/Government 

Departments and Public Services.) 

5. To provide the Government with any help to expedite it is speedier and 

efficient working. 

6. To strive for a better socio-economic and environmental outlook for the public 

and the state thus ensuring justice mutual respect and healthy lives for all. 

7. To ensure that the interests of consumers /investors are safeguarded in the 

policies and laws enforced in the administration of the union. 

8. To work towards smoother working between various affiliated members and 

the public in the true democratic spirit. 

9. To seek avenues for the generation of income to assist in the search for 

important and useful ways to protect the best interest of the public, consumers 

and investors and also lobbying and advising the government for the same. 
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10. To enforce the principle of ‘Consumer Sovereignty’: thus, creating an 

atmosphere of cooperation and unity amongst consumers enabling a united 

front against any negative initiatives which hamper their due rights in any way 

whatsoever.125 

The Mizoram Consumer Union has set up different branches in all the districts 

of Mizoram and the number of branches affiliated with MCU as of 2020 amount to 

106 branches, moreover, the newly formed districts are to be simultaneously affiliated 

with this Consumer Union. The Constitution of Mizoram Consumer’s Union stated 

that it shall establish District Consumer Organisations, branches, Affiliated branches, 

Consumer Club etc as the need arises. The jurisdiction of this union covers the 

boundaries of the state of Mizoram.126 MCU also have set up ‘Consumer Club’ in 

numerous educational institutions. In the General meeting held in the year 2007, a draft 

amendment has been laid out and approved where a larger scope has been initiated by 

MCU for its aims and objectives. Further, a proper way and means of affiliating 

Consumer Club with MCU was initiated.127  

Table 6: District Consumer Association Affiliated with Mizoram Consumer 

Union in order of year of Affiliation 

Sl 

No 

Name of Organisation District Year of Affliliation 

1. Serchhip District Consumer Association Serchhip 05.04.1999 

 
125   Vishwanathan V.N., op.cit., pp. 8-9. 
126 Article IV, The Constitution of Mizoram Consumer’s Union, 1995( as amended up to 2007) 
127 Ibid. 
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2. Kolasib District Consumer Association Kolasib 08.05.1999 

3. Champhai District Consumer 

Association 

Champhai 01.08.1999 

4. Siaha District Consumer Association Siaha 03.09.1999 

5. Lawngtlai District Consumer 

Association 

Lawngtlai 01.02.2000 

6. Lunglei District Consumer Association Lunglei 22.03.2000 

7. Mamit District Consumer Association Mamit 05.06.2005 

 

 

 

 

Source: Mizoram Consumer Union.  

Table 6 shows that as of 2020, almost all Mizoram districts were affiliated with 

MCU, and Aizawl District, which houses the Mizoram Consumer Union's 

headquarters, has affiliated with the Mizoram Consumer Union since its inception. The 

number of localities that have joined MCU as branch members increase 

simultaneously. The number of affiliated associations and branches has been increased 

in order to provide consumers in the district with expedited relief. 

Table 7: List of Branch Members of Mizoram Consumer Union 

Sl 

No  

Name of Branch/Village  Date of 

Estd/Affiliation  

District  

1  Aibawk  21.04.03  Aizawl  

2  Ailawng  11.05.03  Mamit  

3  Armed Veng  18.01.02  Aizawl  

4  Armed Veng South  24.08.99  Aizawl  
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5  Baktawng Tlangnuam  22.08.05  Serchhip  

6  Bawngkawn  25.03.96  Aizawl  

7  Bawngkawn Chhimveng  13.02.06  Serchhip  

8  Bawngthah  16.11.03  Mamit  

9  Bazar Veng, Lunglei  13.09.02  Lunglei  

10  Bethlehem  12.03.96  Aizawl  

11  Bethlehem Vengthlang  24.02.98  Aizawl  

12  Biate  02.06.04  Champhai  

13  Bualpui ‘NG’  01.08.09  Lawngtlai  

14  Buarpui  16.09.01  Lunglei  

15  Buhban  03.11.06  Aizawl  

16  Bukpui North  20.01.00  Kolasib  

17  Bungkawn  12.04.96  Aizawl  

18  Bungkawn Nursery Veng  03.06.97  Aizawl  

19  Central Jail Veng  11.11.97  Aizawl  

20  Chaltlang  21.09.97  Aizawl  

21  Chanmari West  24.10.97  Aizawl  
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22  Chaawlhhmun  09.07.94  Aizawl  

23  Chawngte (L)  08.09.05  Lunglei  

24  Chawnpui  24.04.04  Aizawl  

25  Chhawrtui  15.03.04  Champhai  

26  Chhiahtlang  31.03.05  Serchhip  

27  Chhinga Veng  12.02.04  Aizawl  

28  Chhingchhip  28.09.03  Serchhip  

29  Chhipphir  25.05.06  Lunglei  

30  Chhippui  09.03.04  Mamit  

31  Chhippui (Kawnmawi Veng)  04.08.08  Mamit  

32  College Veng  15.02.01  Aizawl  

33  Dam Veng  31.10.97  Aizawl  

34  Darlawn  31.10.02  Aizawl  

35  Darlung  02.02.04  Mamit  

36  Dawrpui  04.04.05  Aizawl  

37  Dawrpui Vvengthar  24.01.96  Aizawl  

38  Dilkawn   20.07.06  Champhai  
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39  Dinthar  02.10.97  Aizawl  

40  Dinthar, West Phaileng  23.09.06  Mamit  

41  Durtlang  25.02.99  Aizawl  

42  Durtlang Leitan  05.02.95  Aizawl  

43  Durtlang Vengthar  30.04.98  Aizawl  

44  East Lungdar  14.01.03  Aizawl  

45  East Phaileng  13.06.08  Aizawl  

46  Edenthar  07.06.97  Aizawl  

47  Electric Veng  11.08.02  Aizawl  

48  Falkawn  22.08.10  Aizawl  

49  Govt. Complex  12.07.96  Aizawl  

50  Haulawng  25.08.02  Lunglei  

51  Hliappui  09.06.08  Champhai  

52  Hmuntha  15.10.05  Champhai  

53  Hnahthial  01.09.98  Lunglei  

54  Hortoki  07.02.04  Mamit  

55  Hualngohhmun  08.10.02  Aizawl  
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56  Hunthar   12.09.97  Aizawl  

57  ITI  20.02.05  Aizawl  

58  Kanan  25.03.96  Aizawl  

59  Kanghmun  09.09.99  Mamit  

60  Kawlkulh  13.07.06  Champhai  

61  Kawrtethawveng  23.04.06  Mamit  

62  Kawrthah  03.01.03  Mamit  

63  Keifang  01.10.02  Aizawl  

64  Kelsih  02.12.07  Aizawl  

65  Khamrang  04.04.03  Kolasib  

66  Khatla  14.04.96  Aizawl  

67  Khatla South  06.10.97  Aizawl  

68  Khatla South  06.10.97  Aizawl  

69  Khawbung South  21.09.02  Serchhip  

70  Khawlailung  19.09.07  Serchhip  

71  Khawruhlian  08.10.10  Aizawl  

72  Khawzawl  05.02.97  Champhai  
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73 Khumtung  10.07.08  Serchhip  

74 Kulikawn  24.09.97  Aizawl  

75 Laipuitlang  07.10.97  Aizawl  

76 Lallen  12.08.06  Mamit  

77 Leite  08.02.09  Lunglei  

78 Leng  15.01.97  Serchhip  

79 Lengpui  19.11.00  Aizawl  

80 Luangmual Vengthar  19.09.97  Aizawl  

81 Lungchhuan  10.02.08  Serchhip  

82 Lungdai  05.02.01  Kolasib  

83 Lungmuat  20.06.05  Kolasib  

84 Lungphun  08.06.04  Mamit  

85 Marpara South  20.05.07  Lunglei  

86 Maubawk  02.02.95  Aizawl  

87  Maubuang  14.06.09  Aizawl  

88  Melthum  12.10.97  Aizawl  

89 Mimbung  17.05.02  Champhai  
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90 Mission Veng  27.03.09  Aizawl  

91 Mission Veng North  18.01.97  Aizawl  

92 Mission Vengthlang   15.06.95  Aizawl  

93 Model Veng  20.09.97  Aizawl  

94 Mualcheng  21.01.01  Serchhip  

95 Muallungthu   31.03.06  Aizawl  

96  Murlen  01.03.06  Champhai  

97   Muthi  20.10.97  Aizawl  

98  New Ngharchhip  23.07.05  Serchhip  

99  Ngopa  02.02.04  Champhai  

100  North East Khawdungsei  10.11.06  Champhai  

101  North Mualcheng  21.01.01  Serchhip  

102  North Vanlaiphai  04.05.03  Serchhip  

103  Pangzawl  01.09.98  Lunglei  

104  Phullen  12.10.96  Aizawl  

105  Phulpui  18.04.04  Aizawl  

106  Phunchawng  24.05.05  Aizawl  
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107  Piler  11.04.10  Serchhip  

108  Ramhlun North  15.01.95  Aizawl  

109  Ramhlun South  15.05.97  Aizawl  

110  Ramhlun Venglai  23.04.98  Aizawl  

111  Ramhlun Vengthar  01.03.99  Aizawl  

112  Ramthar Veng  08.10.97  Aizawl  

113  Rangvamual  16.09.97  Aizawl  

114  Reiek  18.03.08  Mamit  

115  Rengdil  15.04.06  Mamit  

116  Thingdawl  26.05.95  Aizawl  

117  Rulchawm  08.09.03  Aizawl  

118  Sailam  08.08.04  Aizawl  

119  Sailulak  02.02.02  Serchhip  

120  Sairang  22.06.99  Aizawl  

121  Saithah  03.08.06  Mamit  

122  Saitual  27.03.02  Aizawl  

123  Samlukhai  01.12.03  Aizawl  
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124  Samthang  17.10.02  Champhai  

125  Sateek  27.07.10  Aizawl  

126  Selesih  03.09.03  Aizawl  

127  Seling  13.09.06  Aizawl  

128  Serkawn  12.04.01  Lunglei  

129  Sialhawk  21.09.07  Champhai  

130  Sialsuk  06.07.03  Aizawl  

131  Sihphir  05.03.96  Aizawl  

132  Sihphir Vengthar  12.01.03  Aizawl  

133  South Hlimen  22.09.97  Aizawl  

134  Suangpuilawn  03.06.08  Aizawl  

135  Sumsuih  01.12.04  Aizawl  

136  Tachhip  05.11.06  Aizawl  

137  Tanhril  05.08.96  Aizawl  

138  Thakthing  02.03.96  Aizawl  

139  Thenzawl  05.11.02  Serchhip  

140  Thingdawl  21.04.01  Kolasib  
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141  Thingdawl  25.07.06  Kolasib  

142  Thingsai  17.04.01  Lunglei  

143  Thingsulthliah  30.03.06  Aizawl  

144  Thuampui, Aizawl  03.10.02  Aizawl  

145  Tlabung  01.04.01  Lunglei  

146  Tlangnuam  17.09.97  Aizawl  

147  Tlungvel  01.09.99  Aizawl  

148  Tualbung  05.10.03  Aizawl  

149  Tuikhuahtlang  28.09.97  Aizawl  

150  Tuikual North  25.09.96  Aizawl  

151  Tuithiang  15.08.96  Aizawl  

152  Tuivamit  01.06.05  Aizawl  

153  Upper Republic  03.04.98  Aizawl  

154  Vairengte  14.01.04  Kolasib  

155  Vaivakawn  16.03.96  Aizawl  

156  Vamchengpui  03.03.02  Serchhip  

157  Venghluui  05.12.95  Aizawl  
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158  Venghnuai  25.09.97  Aizawl  

159  Venglai  03.03.99  Aizawl  

160  West  Phaileng  10.01.03  Mamit  

161  Zawlnuam  01.09.02  Mamit  

162  Zawlsei  27.05.02  Champhai  

163  Zemabawk  07.04.95  Aizawl  

164  Zohmun  03.06.04  Aizawl  

165  Zonuam  19.09.97  Aizawl  

166  Zote South  28.09.07  Serchhip  

167  Zotlang  07.10.97  Aizawl  

168  Zotlang (Lunglei)  14.02.05  Lunglei  

169  Zuangtui  02.10.97  Aizawl  

170  Zuchhip (Khawzawl)  27.01.03  Champhai  

Source: Mizoram Consumer Union. 

 Table 8 illustrates that the majority of local residents banded together and 

joined non-governmental organisations like the Mizoram Consumer Union in the 

hopes of bringing about change and a brighter future for Mizoram consumers. 
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Mizoram State Consumer Disputes Redressal Commission 

State Commission refers to Consumer Dispute Redressal Commission that 

established in the Headquarters or State Capital. Every state has a Consumer Dispute 

Redressal Commission and is called State Commission. Over the years, the State 

Commission has played an important role in assessing consumer needs and resolving 

numerous complaints and cases, protecting consumers from deception in their dealings 

with goods of poor quality, quantity, defective weighing, and defective products. The 

Consumer Protection Commission was established at the state level in accordance with 

the provisions of the Consumer Protection Act of 1986. The State Commission in 

Mizoram could be formed only on 24th August 1988 consisting of Hon’ble Justice S.M. 

Ali, Retired Judge of the Guwahati High Court as its President, but the State 

Commission remained non-functional. State Commission was only functional from 

the year 1990 and was headed by President, members who were to compose of both 

male and female and such members were to have a term of five years.128   

The Commission held its first sitting at Aizawl sometime in February 1993 at 

the initiative of Hon’ble Mr. Justice S.N. Phukan the then President and deliberated on 

the modalities of effective functioning of the State Commission.129 The office of the 

State Commissioner is located at Aizawl.  Sitting of the State Commission is convened 

by the President, and he may, in the interest of speedy disposal of the complaint or 

appeal, hold its sitting at another suitable place within the State with prior approval of 

 
128 Data through field study ( one of the officials) State Commission interviewd on 7th January 2020. 
129 Chakraborthy. P., Prasad. R.N, Administration of Justice in Mizoram, Mittal Publication, New 
Delhi, 2006, p.87. 
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the State Government.130 The Aizawl District Forum and State Commission used to 

share office and courtroom till the year 2000 after which they both set up a separate 

office and courtroom.131 The President or a member of the State Commission by 

writing under his hand addressed to the government may resign from his office at any 

time.132   

Jurisdiction of Mizoram State Consumer Disputes Redressal Commission 

According to the provisions under the COPRA, 1986 the Mizoram State 

Consumer Disputes Redressal Commission shall have the power to entertain 

complaints where the value of goods and compensation exceeds 20 lakhs in rupees but 

do not exceed 1 crore. It can review and appeal against the order made by the District 

Forum. It has the power to call for records or documents which are pending before the 

District Forum if the State Commission regards that the District Forum has exercised 

a jurisdiction illegally or with material irregularity or has failed to exercise power 

vested by law.133 The complaint made should be within the jurisdiction of the State 

Commission and the party against whom the claim is made actually and voluntarily 

resides or carries on business or has a branch office or personally works for gain in 

that area, or Where there is more than one opposite party, each such party actually and 

voluntarily resides or carries on business or has a branch office or personally works 

for gain in that area. Where there are more than one opposite party, and any such party 

actually and voluntarily resides or carries on business or has a branch office or 

 
130  under section 18 read with section 14(3) of the Mizoram Consumer Protection Rules, 2000, NO. A. 
52012/1/96-L&J (SCDF)/121, DATED 1-12-2000. 
131 Date collected through field study ( one of the officials) State Commission 7th January 2020. 
132 Section 16 (4) (a) of Mizoram Consumer Protection Act 2010.  
133 Section 17 of Mizoram Consumer Protection Act 1987. 
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personally works for gain in that area, provided the other parties not so residing or 

working agrees, or the District Forum gives permission in this regard, the cause of 

action, wholly or in part, arises in that area.134 

 The State Commission finds it obligatory for the complainant and the opposite 

party or his authorise agent to appear on the date of hearing or any date on which the 

hearing are to be adjourned. If the appellant or his authorised agent failed to appear on 

the date of hearing, the State Commission in its discretion may either dismiss the 

appeal or may grant an order on the request of one party only.135 The order of the State 

Commission shall be communicated to the parties concerned free of cost.136 

Table 8: Total number of Case filed/Case disposed/Case pending since inception 
at Mizoram State Consumer Disputes Redressal Commission as of 2020. 

Sl No. CONSUMER GRIEVANCE TOTAL 

1. Case filed since Inception 250 

2. Case disposed since inception 229 

3. Pending Cases 21 

Source: Mizoram State Consumer Dispute Redressal Commission. 

 Table 9 shows that the total number of cases filed in the Mizoram State 

Consumer Redressal Commission since inception is 250 cases out of which 229 cases 

have been resolved and pending case accounts to 8.4% of the total cases filed. The 

Commission is situated in the State capital Aizawl has been functioning since 1988 

 
134 Ibid., Section 17. 
135 Mizoram Consumer Protection Rules, 2000. 
136 Ibid., Section 21(6). 
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with the President who acts as the Chairman and two other members one being the 

Secretary of Law Department of the State and the Secretary in charge of the department 

dealing with consumer affairs in the state. 

District Consumer Disputes Redressal Forum 

In Mizoram, District Forum was introduced by the Mizoram Consumer Protection 

Act 1987. District Fora is to be constituted in every District of every state as per Central 

Government direction. Accordingly, the Mizoram Government notification no. STM 

74/87/111-118, the 13th of October 1987 set up the District Forum in Mizoram in line 

with the Consumer Protection Act, 1986.137 As notified by CPA, 1986 and adopted 

under Mizoram Consumer Protection Rule, 1987, the government of Mizoram may 

establish District Forum at the District capital if found necessary. On 21st June 1988, 

three districts’ forums of Aizawl, Lunglei and Chhimtuipui districts were formed with 

the same person as President of all three districts but with different members. 

Similarly, the Aizawl District Forum, President of which used to be the District 

Commissioner, Aizawl in ex-officio capacity used to remain non-functional as the 

Deputy Commissioner could hardly find any time to spare for the District Forum, 

where the other two district forum had existed only on paper. The Aizawl District 

Forum which is having now the largest number of consumer disputes could be made 

functional only when in compliance of the Hon’ble Supreme Court directive in the 

case of common cause a full time President was appointed in 1995 viz. Shri R.L 

Thanzawna a retired Deputy Commissioner of Lunglei District.138 Prior to Shri R.L 

 
137 Pathi Srinivas, Lalrintluanga.,op. cit.,  p. 192-193. 
138 Chakraborthy.P., Prasad. R.N., op. cit., p.87. 
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Thanzawna, Shri, P. Lalnithanga IAS occupied the post of President i.e. during the 

term of 21.6.90-21.6.95. The traditional practice of  the Deputy Commissioner of the 

district automatically being the President of the District Consumer Forum was changed 

in the year 2017 where Judge, Fast Track Court and Additional District &Session 

Judges were to serve as the President of Consumer Dispute Redressal Forum of the 

respective District Fora in addition to their own duties.139 The term District Forum 

provided under Consumer Protection Act,1986 was changed into ‘District Consumer 

Dispute Redressal Commission’ by the newly enacted Consumer Protection Act 2019. 

Composition of District Consumer Disputes Redressal Forum 

  The Mizoram Consumer Protection Rule, 1987 stated that each District Forum 

are to be composed of: 

i) A person who is qualified to be a District Judge, who is or has been a 

District judge shall act as its President.  

ii) Two more members where one should be a woman. 

iii) The members of the District Forum shall not be less than 35 years of age. 

iv) The member should possess at least Bachelor’s degree from Recognised 

University. 

v) The member should be a person of integrity, of ability and should possess 

adequate knowledge and experience of at least 10 years in dealing with 

issues relating to law, economics, commerce, accountancy, industry, public 

administration, or public affairs. 

 
139 Government of Mizoram order No. A.12013/2/2014-FCS&CA. 
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 The appointment of the members may be done by the State Government on the 

recommendation of a selection of committee composed of the President of the State 

Commission, Secretary, Law Department of the State (member), Secretary in charge 

of the department dealing with Consumer Affairs in the State (member). The State 

Government may refer the matter to the Chief Justice for nominating a sitting Judge 

of that High Court to act as the chairman of the nomination committee if the President 

of the State Commission is absent and unable to do so. The members of the District 

Forum shall have a term of 5 years or up to 65 years of age whichever is earlier.140 The 

President or any member ceasing to hold office as such shall not hold any appointment 

in or connected with the management or administration of an organization which has 

been the subject of any proceeding under the Act during his tenure for a period of 5 

years form the date on which he ceases to hold such office. He shall not take up any 

such assignment during his tenure as the President and member as the case maybe.141  

Jurisdiction of District Consumer Disputes Redressal Forum (Mizoram) 

 The Government of Mizoram by notification with reference to the power 

conferred by sub-section (2) of section 30 of the Consumer Protection Act,1986 (68 of 

1986) made orders concerning the jurisdiction of District Forum under the Mizoram 

Consumer Protection Rule, 1987 which says that every complaint filed are to be 

accompanied by such amount or fee as prescribed. The complaint made should be 

within the jurisdiction of District Forum  and the party against whom the claim is made 

actually and voluntarily resides or carries on business or has a branch office or 

 
140 Section 10-15 of Consumer Protection Act, 1986. 
141 Mizoram Consumer Protection Rules 2010 ( Other terms and conditions of service of President and 
members of the District Forum (1) (3). 
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personally works for gain in that area, or where there are more than one opposite party, 

each such party actually and voluntarily resides or carries on business or has a branch 

office or personally works for gain in that area. Where there are more than one opposite 

party, and any such party actually and voluntarily resides or carries on business or has 

a branch office or personally works for gain in that area, provided the other parties not 

so residing or working agrees, or the District Forum gives permission in this regard, 

the cause of action, wholly or in part, arises in that area.142 The disposal of complaints 

by the District Forum shall with such modifications as may be necessary, be applicable 

to the disposal of disputes by the State Commission if the need arises. 

The Consumer Protection Act, 2019 has changed District Forum into District 

Redressal Commission or District Commission. In the initial stage of inception and 

before COPRA, 2019 is newly enforced one has pay rupees hundred as Court fee 

however it has now been changed to free of cost in cases below the expense of five 

lakhs.143 The order of the District Forum shall be communicated to the parties 

concerned which is free of cost.144 

Table 9: No. of cases filed/disposed / pending since inception in different District 

Consumer Disputes Redressal Commission, Mizoram ( As of 30.06.2020) 

District Consumer Disputes 
Redressal Commission 

No. of cases 
Filed since 
inception 

No. of cases 
disposed of 

since inception 

No. of 
cases 

pending 

District Commission, Aizawl 3939 3901 38 

 
142 Section 13 of Mizoram Consumer Protection Act 1987. 
143 Data collected through field study ( one of the officials) District Forum interviewed on  5th August 
2019. 
144  Section 13 (6), Mizoram Consumer Protection Rule 2010. 
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District Commission, Lunglei 128 83 21 

District Commission, Serchhip 38 38 0 

District Commission, Champhai 24 24 0 

District Commission, Saiha 2 1 1 

District Commission, Lawngtlai 1 0 1 

District Commission, Mamit 0 0 0 

Dostrict Commission, Kolasib 17 17 0 

Source: Registrar, Mizoram State Consumer Redressal Commission. 

 Table 10 shows that the number of cases filed with the various District 

Commissions is minimal. The Aizawl District Commission in Mizoram's state capital 

has had 3972 cases since its creation. It records the highest complaints rate compared 

to the other District Commissions in Mizoram. Lunglei District has 128 cases, 

Serchhip District has 28 cases, Champhai District has 24 cases, Kolasib has 17 cases, 

Siaha District has 2 cases, Lawngtlai District has 1 case, and Mamit District has no 

cases since inception. 

State Consumer Helpline 

The determination and steps taken forward by Mizoram Consumer Union for 

consumers in Mizoram were highly acknowledged by the State Government and as a 

result, the state government decided to use the Central fund to set up the Mizoram 

Consumer Union Office Helpline with four working members at the initial stage.145 

 
145  Lallunghnema. (2011).  Consumer Rights leh Keimah, Aizawl:  published by 
Lallunghnema,:Charity Lodge., p.90. 
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This Helpline was later kept under the administration of the department of  Food Civil 

Supply and Consumer Affairs office and officially the State Consumer helpline of 

Mizoram was established in the year 2009. There were five staffs who were operating 

the SCH as Manager, Web Manager, Counsellor, Sector i/c & Officer Assistant at the 

initial stage.  

The SCH Office is located at the top floor of the Directorate, Food, Civil Supplies 

and Consumer Affairs Department Building, Treasury Square, Aizawl. The helpline 

services are free of cost and consumers may make complaints with reference to 

grievances that may arise due to unfair trade practices. 

Objectives of State Consumer Helpline 

  SCH has been established with the following objectives: 

a) Development of a state resource at the State level to be networked with 

national resource centre. 

b) ii) Developing an Alternate Consumer Disputes Redressal mechanism 

at the State Level 

c) Maximisation of disputes resolved out of court 

d) Early resolution of complaints. 

e) Reaching out to rural consumers. 

f) Capacity building of State level VCOs. 

g) Sensitizing companies and Service providers to become more active in 

dispute resolution. 



131 
 

h) Provision of service in regional language in addition to English 

language.146 

The Consumer Helpline not only are created with intentions to reduce the 

burden of consumer courts but also serves purposeful in the early resolution of 

complaints due to easy access to concerned agents for consumers.   

Actions taken by The State Consumer Helpline, Mizoram 

The cases are filled in a form provided by the State Consumer Helpline which are 

received by the SCH and then recorded in the presence of the Complainant. After this, 

necessary actions are taken through phone call and sometimes both the complainant 

and the opposite party are summoned together at the SCH Office to resolve their issue 

with the presence of the State Consumer Helpline Staff.147  The complainant usually 

makes the complaint in written form and phone call and if the helpline fails to serve 

the purpose the problems are being referred to the Consumer Forum.148 After this, 

necessary actions are taken through phone call and sometimes both the complainant 

and the opposite party are summoned together at the SCH office to resolve their issue 

with the presence of the State Consumer Helpline Staff. The consumer complaints can 

be filed in writing  and through the telephone. After the complaint is made, actions are 

to be   taken by the staff of Consumer Helpline. The complaints are all free of charge 

and received during Government office working days.149  

 
146 https://fcsca.mizoram.gov.in/page/state-consumer-helpline accessed on 22nd August 2020. 
147 http://mizorampds.nic.in/consumer-affairs.html accessed on 6th September 2019. 
148 Data collected from field study (one of the officials) interviewed on  15th July 2020.  
149 http://mizorampds.nic.in/consumer-affairs.htm#qt-consumer_affairs-ui-tabs1 accessed on 19th 
March. 
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Mizoram Consumer Protection Council 

The Mizoram Government was prompt enough to implement the Consumer 

Protection Act, 1986 as early as 22.7.1987, the first Consumer Protection Council of 

Mizoram as provided under Notification No. TAO/R/51/80, Shillong was constituted 

by the Government, consisting of as many as 66 members and headed by the minister 

of State, Food &Civil Supplies as its Chairman.150 After three months of the formation 

of this Council, the Mizoram Consumer Protection Rules 1987 was notified. The 

Appellate Forum that is the State Consumer Protection Council (hereinafter referred 

to as the State Council) shall consist of the following members, namely— 

a)  The Minister-in-charge of Food and Civil Supplies in the State Government 

who shall be Chairman of the State (Council) 

b)  Five members of Mizoram Legislative Assembly - at least one each from the 

recognised/registered political parties. 

c)  Representatives from consumer Organisations or Consumers - not less than 

five. 

d) Representatives of the women organisations or women-not less than two. 

e)  Representatives of Banks and other Central Government organisations or 

bodies concerned with consumer interests like telecommunications, Post and 

Telegraphs, FCI etc. - not exceeding five. 

f) Representatives of State Government Departments, organisations or bodies 

concerned with consumer interests like Food Civil Supplies, Power and 

 
150 Mizoram Gazette, Notification No. TAO/R/51/80, Shillong. 
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Electricity, Public Health Engineering, Transport, Health and Family Welfare 

Department and the like – not exceeding ten. 151 

The Governor of Mizoram has been given the right to establish and re-establish the 

State Consumer Protection Council, when necessary, in accordance with Section 7 of 

the Consumer Protection Act, 1986, Act No. 68 of 1986 as modified, and Rule 3 of the 

Mizoram Consumer Protection Rules, 2000. The Council like the other consumer 

related agents are to mediate and address consumer complaints. The objectives laid 

before the Mizoram Consumer Protection Council are as follows: 

a) Rights to be protected against the Marketing of goods and services which 

are harmful to life and property. 

b) Rights to be informed about the quality, quantity potency, purity, standard 

and price of foods or services as to protect the Consumer against unfair trade practices. 

c) Rights to be assured, wherever possible, access to a variety of goods and 

services at competitive prices. 

d) Rights to be heard and to be assured that Consumer’s interest will receive 

due consideration at appropriate forums. 

e) Rights to seek redressal against unfair trade practices or restrictive trade 

practices or unscrupulous exploitations of Consumers, and 

f) Rights to Consumer Education.152 

 
151 Law and Judicial Department, NO. A. 52012/1/96-L&J (SCDF)/121, Dated 1-12-2000. 
152 The Mizoram Gazette No. F. 20016/6/03-FCS&CA, the 3rd of September 2014.  
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The State Consumer Protection Council has been formed in the Districts of 

Aizawl, Siaha, Lunglei, Kolasib, Champhai, Serchhip, Lawngtlai and Mamit. The 

Mizoram Consumer Protection 2010, under Rule 5 has specified that the terms of 

members of the Council as three years and the council is to meet as and when 

necessary, but not less than two meetings are required to be held every year.153 The 

meeting of the State Council is to be presided over by the Chairman. In the absence of 

the Chairman, the State Council to elect a member to preside over the meeting of the 

Council. The meetings of the State Council are to be called within not less than ten 

days from the date of issue after each member has been notified in writing. The 

resolutions passed by the State Council shall be recommendatory in nature.154 After 

the completion of three years, the State Governor by notification may reconstitute the 

members of SCPC. The Minister of FCS&CA acts as the chairman of the meetings of 

SCPC. The objective of the Mizoram Consumer Protection Council is to promote and 

protect within the district the affairs of consumers and the rights of consumers. 

Legal Metrology Department 

Legal Metrology, previously known as Weights & Measures in Mizoram since 

its inception in 1975 is presently functioning under the administrative control of FCS& 

CA Department. The Director, FCS& CA acted as ex-officio Controller of Legal 

Metrology, and under him the Joint Controller, other Officers and staffs are doing the 

works of Legal Metrology exclusively.155 The Legal Metrology department plays a 

 
153 The Mizoram Gazette No. F. 20016/12/04-FCS&CA, the 5th  March, 2014. 
154 section 7(4) of the Act under sub-section (3) of section 4, Mizoram Consumer Protection Rules 
2000. 
155 https://metrology.mizoram.gov.in/page/profile accessed on 3rd Novermber 2020. 
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growing important role in protecting consumer’s interest in Mizoram. Although 

regarded as a small functioning institution under the government of Mizoram, it is no  

less important than big scales governing institutions.156 The nature and duties 

performed by the department pertains to: 

1. Verification, inspection of weight and measures. 

2. Enforcing several Legal Metrology Acts and rules. 

3. To ensure the quality and quantity of POL, Cement, Gas etc.157 

The Department  focus mainly on checking weights and measures, standardised 

test, checking of defective or fraud scales and measuring scales/machine, inspection 

on the price of good etc. The Department maintains a strict responsibility in sustaining 

the retail price of goods. In Addition, it also addresses the tampering of prices on 

packaged goods. The corruptive act is addressed with a penalty of fine by 

implementing the Legal Metrology ( Packaged Commodities)  rule 18 (2) of  2011.158 

The PHE Department, Mizoram has also entrusted the task of reading water 

meter in the hands of Legal Metrology Department in the year 2015, 22nd January, to 

avoid tampering of water meter and to check water meter reading scams. The water 

readers which are not certified by the Legal Metrology Department are refrained from 

being use for water reading in the state.159  The Department is further given the power 

of certifying the authenticity of water readers. 

 
156 Lallunghnema. (2005).  Consumer Eng ( Mipui Chanvo humhalhna) , Aizawl: pulished by 
Lallunghnema., p-143. 
157 Office of the Assistant Controller, Legal Metrology, Project Veng, Kolasib.  
158 Aizawl Post, May 22nd, 2021, Vol.XX, No.115. 
159 Vanglaini 8th Nov  2013.  
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Chart 5: Organizational set-up of Legal Metrology Department, Mizoram 

  Source; Legal Metrology Department, Citizen’s Charter. 

The Department maintains a strong partnership with Mizoram Merchant 

Association (MIMA) in checking measurement in various vegetable and meat (main) 

market in Mizoram for instance, on 28th September 2019, the department inspected 

measuring tools at various locality market of Aizawl such as  Mission Veng market, 

Kulikawn market, Treasury Square market, Tuikual market, Dinthar market, 

Vaivakawn market, Bawngkawn market, Zemabawk market etc in collaboration with 

MIMA.  About 400 merchant’s measurement tools were inspected on this day.160 

 
160  Vanglaini 1st October 2019. 
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The act of inspecting measuring tools and punishing offenders is beneficial in 

addressing faulty measurements that may arise in the market. This department's 

constant monitoring of cement, petroleum/diesel dilute tests is noteworthy. Diluting 

LPG with water to increase its content is a common method used by sellers in Mizoram 

to defraud buyers. The corruptive method used is thus simultaneously checked and 

reduced by the laws and functions performed by this department.
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CHAPTER VI 

ANALYSIS OF DATA AND INTERPRETATION 

 

  The status of consumers in Mizoram regarding their behaviour in the market 

and society, the factors that trigger their buying behaviour and the level of awareness 

possessed by them is a complex phenomenon. For a better understanding of consumers 

in Mizoram and to study the impact of the COPRA, 1986, on the functioning of the 

government of Mizoram, an analysis of data based on questionnaires given to 

beneficiaries and employees of FCS&CA may be used as the base for analytical study. 

 The data in the form of primary quantitative method in the form of structured 

questionnaires were given to 100 beneficiaries from different towns and villages in 

Mizoram. An unstructured interview was conducted on  beneficiaries from the villages 

and towns of all corners of Mizoram such as North Vanlaiphai, West Lungdar, Sazep, 

Tawipui South, Hmunpui, Cherhlun, Chhiahtlang, Saiha,Thenhlum, Lungsen, 

Tualbung, Lunglei, Kolasib, Farkawn, Vanchengpui, Seling, East Chawngtui, 

Mualthuam, Haulawng, Tuipui D. The beneficiaries were selected from different 

villages, towns and district capitals so that the study would be more diverse, and the 

population has been chosen through Random Sampling Method. The questions that 

have been raised are concerning the numerous problems faced by them daily. It tries 

to portray the consumer’s point of view regarding sellers in the market in particular 

and the environment surrounding the consumers as a whole. Further, questionnaires 

have been given to 50 employees through Random Sampling Method who are working 

under the Directorate of Civil Supply and Consumer Affairs to know the impact of 
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COPRA, 1986 on the Department’s functionality. The remark made by respondents 

may be elaborated to make the study clearer. 

Figure:1 Figure showing whether consumers are aware of the various Consumer 
Rights under Consumer Protection Act, 1986 

Source: Field Study 

Table 10: Table showing whether consumers are aware of the various Consumer 
Rights under Consumer Protection Act, 1986. 

Sl No. Total Respondents Aware Not Aware 

1. 100 68% 32% 

Source: Field Study. 

From the table,  68% of the respondents mentioned that they are aware of their 

rights under the Consumer Protection Act, 1986 while 32% are not aware of their rights 

as consumers. One respondent said that, in a society like ours, people know that they 

have rights but lack how to utilize it and protect it.161 Another respondent further 

 
161 Field Study., Op. cit.,  9th Sept 2020. 
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mentions that Consumers in Mizoram are quite aware of their rights, but it is usually 

the case that consumers in Mizoram would rather keep aside their problems instead of 

filing complaints or grievances.162 A person being interviewed defines the mentality 

of consumers in Mizoram by stating that there exist consumers  who are aware of their 

rights and their duties while there are some who are not willing to sacrifice even a 

penny when it comes to asking for a refund or exchange that needs to be asked. Some 

buyers are not willing to complain and this action of agreeing with the corruptive 

works of the seller instead of complaining or filing grievance against the seller makes 

him more prone to the act. A small act of selling goods at a rate that is alarming may 

result in a big business venture  of corruptive sellers if the consumer withholds the 

fraud. 163 

Figure 2: Figure showing whether consumers agree with the statement 
‘Consumer is King’. 

Source: Field Study. 

 
162 Field Study., Op. cit.,  4th August 2020. 
163 Ibid., July 2020. 
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Table 11: Table showing whether consumers agree with the statement ‘Consumer 
is King’ in the buyer/sellers’ market. 

Sl No. Total Respondents Agree Do not agree 

1. 100 68% 32% 

Source: Field Study. 

The respondents were asked if they agree with the statement ‘Consumer is 

King’ and 68% are of this view while 32%  of the respondents disagree with this 

statement. One respondent said that the success and profit of the seller are highly 

dependent on the number of consumers they have, and they benefit more if they attract 

more buyers. He thinks that the main target of the buyer is to sell and that depends on 

whether consumers buy their product or not. This places consumers as king in the 

market.164 Another respondent believes that this statement ‘Consumer is King’ 

depends on whether the consumer can utilise his rights and not just aware of it. He also 

connoted that Consumers are king in theory but when it comes to practice, it seems to 

be the opposite even when it comes to the context of the price of the good, there are 

instances where it feels as if even the government fix the price of subsidised good with 

the recommendations of retailers and sellers.  

The modern marketing concept has recognised the right and is reflected in a 

well-known statement like ‘Consumer is King’ but in reality, the consumer is not 

recognised as king and he is exploited in many possible ways.165 The idea that the 

consumer is king in the market is no longer true, but in reality, he is a pawn in the 

 
164 Op. cit.,  on 8th September 2020. 
165 Chahar S.S., op. cit., p. 
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hands of the businessman. This is a major driving force for the consumer movement 

especially in a country like India.166  

Figure 3: Figure showing whether consumers find it mandatory to trust a seller 
/retailer before making a purchase. 

 

Source: Field study. 

Table 12: Table showing whether consumers find it mandatory to trust a 
seller/retailer before making a purchase. 

Sl No. Total Respondents Trust Trust not 
mandatory 

1. 100 74% 28% 

Source : Field study. 

 The respondents were asked whether they find it mandatory to trust a 

seller/retailer before making a purchase. 74 people out of the 100 respondents said that 

they generally trust a retailer or seller before a purchase is being made. For instance, 

 
166Panwar J.S., op. cit., p.63. 
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one respondent connoted that they usually trust the seller/retailer however his 

personality, character may also change this perception.167 There are cases where the 

sellers used to utilize false advertisement and use more than what the product is worth 

to sell the product, so it is difficult on the part of the buyer to completely trust a seller 

said another beneficiary.168 A respondent also mentioned an instance where the retailer 

claimed that the rice bag which they receive from the supply go down is short of the 

required measurement therefore they have to sell such bags that are defective in weight 

to the public. If that was the case, the government should be prompt enough in 

checking the rice bag at fair price shops. It is also a common case where the retailers 

sell rice bags illegally without the government’s approval.169  

Figure 4:  Figure showing if the advice of retailer/seller affect the buying decision 

of consumers. 

  

 

 

 

 

 

 

 

Source:Field Study 

 
167 Data collected from field study on 9th September 2020 through Structured Interview. 
168 Ibid., on 5th September 2020. 
169 Ibid., on 4th August 2020. 
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Table 13: showing if the advice of retailer/seller affect the buying decision of 
consumers. 

Sl No. Total Respondents Affect Do not Affect 

1. 100 58% 42% 

Source: Field Study. 

When the respondents were asked if the advice of the seller/retailer affect their 

buying decision, 58% of the respondents said that it affects their buying decision while 

the other 42% are not affected by it.  If the seller’s product information matches their 

advertisement or if there is no miscount or fraud measurement, it brings about 

confidence in buyers and that build trust and often affects the buying decisions of 

consumers said, one respondent.170 Another beneficiary mentioned that retailer/sellers 

are the ones who have higher knowledge of products being sold  and if they introduce 

us to such products, it will help the consumer in making smart choices.171 One 

respondent mentioned that the sellers are usually people who know more about the 

product in comparison to the buyers, so it is easy to believe the information provided 

by the seller.172 The way the seller approach us and give attention to our needs is what 

usually affect our buying decision added another beneficiary.173 It was presumed that 

if the marketers could have access to all the information about the consumer decision- 

making process, it will help them in formulating various marketing strategies and in 

 
170 Field Study., Op. cit., on 9th September 2020. 
171 Ibid., on 10th September 2020. 
172 Ibid., on 4th August 2020. 
173  Ibid., on 26th October 2020. 
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adopting appropriate promotional messages, which could induce consumers to make a 

positive purchase decision.174 

Figure 5: Figure showing Consumer’s perception regarding the requirement for 
initiating Consumer Service Centres. 

Source: Field Study. 

Table 14: Table showing Consumer’s perception regarding the requirement for 
initiating Consumer Service Centres. 

Sl No. Total Respondents Required Not Required 

1. 100 100% NIL 

Source: Field Study. 

The table showed that all the respondents are of the view that consumer service 

centre is duly favoured in the buyer/ sellers’ market. A beneficiary mentioned that 

Consumer service is highly required and said that if there is no proper consumer 

 
174 Nair.R.Suja., op. cit., p-9. 
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service given,  there could be a shortage of buyers. The buyers should be given good 

assistance and options for help if required.175 Another respondent thinks that the most 

important job of a seller is to provide good assistance or service to the consumers.176 

A respondent bought up his acknowledgement of the Consumer service being utilised 

in E-markets and believes that it will reward consumers if this kind of easily accessible 

consumer services is available in local markets.177 

Figure 6: Figure showing where the consumers look for information to solve 

consumer related problem. 

Source: Field Study. 

Table 15: Table showing where the consumers look for information to solve 

consumer related problem. 

Sl No. 
 

No. of 
Respondents 

Advertisement 
& Promotion 

Word of 
mouth 

Web 
Search 

Concerned 
agent for 

Consumers 
 

175  Field Study., Op. cit.,on 4th August 2020. 
176 Ibid., on 7th August 2020. 
177 Ibid., on October 2020. 



147 
 

1. 100 19% 25% 17% 39% 

Source: Field Study. 

With regards to the question where consumers look for information to solve 

problems relating consumer-related problems, the majority that is 39 respondents 

mentioned that to get their problems resolved they used to approach concerned agents 

for consumers, 25 respondents find their solution through word of mouth, 19% of the 

respondents find advertisement and promotions through media favourable and last but 

not lease 17% of the respondents prefer to utilise the web search to solve their 

problems. In support of the numerous opinions mentioned above as to where consumer 

get their information, a beneficiary said that, ‘We all have rights and are being 

protected through the Rights given to consumers and we all have been given a 

voluntary duty to access consumer concerned agencies if our rights are hampered.178 

Another respondent applauds the  availability of information being  just a click away 

through information technology which are a lot quicker and less energy-consuming. 

He further quoted that the negligence by the government as well as the consumer 

themselves as regards to creating consumer friendly environment makes approaching 

concerned agents for consumers fairly to none.179 Advertisement and Internet 

immensely assist in solving consumer issues as in a town like ours, consumer-related 

agent is unfamiliar, and a knowledge of the roles played by them is fairly unknown by 

the local people.180 The Consumer Protection Act, 1986 introduces grievance 

institutions at the National, State and District level to address the hurdles consumers 

 
178 Field Study., Op. cit., on 3rd August 2020. 
179 Ibid., on 5th December 2020. 
180 Ibid., on 26th October 2020. 
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faced in India. Apart from these, consumer-related agents (government/non-

government) are also functioning to alleviate the problems faced by consumers. 

Figure 7: Figure showing whether consumers find there is a need for proper 
consumer communication channel. 

Source: Field Study. 

Table 16 :Table showing whether consumers find there is a need for proper 
consumer communication channel. 

Sl No. Total Respondents Important Not Important 

1. 100 95% 5% 

Source: Field Study. 

  With regards to the question as to whether consumers find there is a need for a 

proper consumer communication channel, the majority of 95 respondents said that a 

good consumer communication channel is  required while a mere 5 persons failed to 

find it necessary. Regardless of this, one respondent believed that consumers should 

be regarded as ‘King’ in the market because they are the ones that act as an accelerator 



149 
 

of market economy. He then added that the act of giving top-notch concern towards 

consumers is fairly required because every person wants to be acknowledged and when 

the seller offered good customer service to the buyers, they are most likely to stick 

around and have a good experience.181 A good communication channel between seller 

and buyer is required as in case of problems and hurdles, there can be a chance for 

negotiation which may help in avoiding problems in the future.182 A proper 

communication channel to address consumer is extremely important because it is the 

building block of demand supply chain and should never be neglected remarked one 

beneficiary.183 

Figure 8: Figure showing whether proper return/exchange policy is required 
according to consumer. 

Source: Field Study. 

 
181 Field study., Op.cit., on 9th September 2020. 
182 Ibid., on 6th August 2020. 
183  Field Study., Op. cit., on 26th October 2020. 
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Table 17: Table showing whether proper return/exchange policy is required 
according to consumers. 

Sl No. Total Respondents Required Not Required 

1. 100 99% 1% 

Source: Field Study. 

The table above shows how consumer feel the need for a proper 

return/exchange policy and a striking 99% are in favour of it while a mere 1% did not 

find it necessary. The respondent’s  comment may be listed out to make the study 

comprehensible. One respondent stated the possibility of problems that may occur if  

the product purchased is not up to satisfactory or if the same product is sold in another 

shop at a lower rate there can be constant urge on the part of the consumer to return 

the product. Therefore, a return/exchange policy is favourable.184 Another mentioned 

that a proper exchange policy for consumers is the need of the hour because the quality 

of  product bought may not be up to standard, if one is not  given an option to receive 

a product that is up to expectation in the form of proper return/ exchange policy,  it 

may be unjust for the buyer, therefore, there should be easy and fair exchange/return 

policy in the market.185 A good return exchange policy that is fair for both seller and 

consumer is highly required and it is the major problem usually faced by consumers 

said another beneficiary.186 Although the majority of sellers in India as a whole and 

specifically Mizoram, used cash memo/receipt, it is still a major issue that consumers 

claims are often neglected attention by the sellers.187 

 
184  Field Study., Op. cit.,  on 3rd November 2020. 
185 Ibid., on 4th November. 
186 Ibid., on 4th November. 
187   Field Study., Op. cit., 3rd November. 
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Figure 9: Figure showing whether the consumers are aware of Consumer 
Redressal facilities. 

 

Source: Field Study. 

Table 18: Table Figure showing whether the consumers are aware of Consumer 
Redressal facilities. 

Sl No. Total Respondents Aware Not Aware 

1. 100 41% 59% 

Source; Field Study. 

The figure shows that 41% of the respondents are aware of consumer redressal 

facilities/forum while the other 59% are not aware of the functioning of such facilities. 

The workings of Consumer Forum in solving consumer problems are not much known 

to me as consumer forum are usually located in District capital, however, in our 

locality there exist a functioning Consumer affiliated branch which provides assist in  

solving issues relating to problems in paying telephone bill, water and electricity bill 
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etc.  It also gives aid when the sellers in the market and shops sell their product at a 

higher rate than the MRP or fraud measurement exist in the market and subsidy fair 

price shops remarked one respondent.188 However, to another beneficiary being 

interviewed, Grievance Redressal Facilities is not well known in their locality and 

further mentioned that, if there is an actively working consumer redressal facility in a 

nearby locality, then the problems faced by consumers such as false measurement, 

selling of meat in market which has lost its nutritional value will be addressed and in 

the process will provide a check at deceptive activities if such facilities could be readily 

approached by consumers.189 One respondent mentioned his experience in dealing 

with retailers that are not trustworthy where the buyer has no option other than to pay 

for products at prices that are higher than MRP. She connoted those helpless buyers 

have no options other than to buy such products at the prices given by the buyers as in 

remote village like theirs, there were no institutions easily approachable to redress 

concerns in their locality.190 A respondent believes that in remote areas an active 

consumer redressal agent would help immensely. Another respondent mentions the 

positive impact of a monthly magazine named ‘Consumer Chhantu’ which usually 

highlight instances of grievance redressal done for consumers and said that such 

magazines are a good source of giving awareness to consumers.191 

Figure 10: Figure showing whether the consumers are aware of the work done by 
Consumer Redressal Facilities in addressing consumer problems in their locality. 

 
188 Field Study., Op.cit., on 10th September 2020. 
189 Ibid., on 17th September 2020. 
190 Ibid., on 9th Oct 2020. 
191 Field Study., Op. cit., on 11th Oct 2020. 
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Source: Field Study. 

Table 19: Table showing whether the consumers are aware of the work done by 
consumer redressal facilities in addressing consumer problems in their locality. 

Sl No. Total Respondents Aware Not Aware 

1. 100 37% 63% 

Source: Field Study. 

The table shows whether the consumers are aware of the work done by 

Consumer Redressal Facilities in their locality, a majority of the respondents that is 

63% said they are not aware while 37 are aware of the working of such grievance 

institutions. A respondent remarked that,  consumer Forum branch in his  village gives 

aid when consumers have no option other than to buy products that are sold at a higher 

price than the MRP or if a retailer indulges in selling expired medication, the branch 

notifies such sellers to stop their malpractice and if persisted, the branch then notifies 
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the Consumer Forum in the District.192 There is a coordination of consumer-related 

agent in the form of consumer union which takes care of consumer grievances such as 

errors in bills such as water, electricity bills. When such problems arise the Consumer 

Union takes an active role in dealing with such billing departments if any case arises.193 

The availability of active grievance institutions will lead to grievances and problem 

being acknowledged and consumers will thus be assisted in the process. This 

corruption will also find a chance to be resolved if such grievance agents are easily 

accessible for consumers in all nook and corners.194 

Figure 11: Figure showing whether consumers are aware of facilities for checking 

the quality of essential goods received through Public Distribution System. 

Source: Field Study. 

 
192 Field Study., Op. cit., on 9th September 2020. 
193 Ibid., on 10th September 2020. 
194 Ibid., on 12th September. 
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Table 20: Table showing whether the consumers are aware of   facilities for 
checking the quality of essential goods received through Public Distribution 
System. 

Sl No. Total Respondents Available Not Available 

1. 100 7% 93% 

Source : Field Study. 

The data shows that 93% of the respondents from the nook and corner of 

Mizoram are not aware of the facility for checking the goods received through public 

distribution system. However, concerning this an official of consumer-related 

institution remarked that Consumer Vigilance Committee has been set up in every 

village to receive and assist consumers with complaints related issues, however, 

consumers still failed to be aware of such or utilise such for their grievance 

assessment.195 A consumer voice his concern and mentions that the work done 

concerning checking of quality of goods received from the government is only well 

known in the case of gas supply. If the Legal Metrology Department is active in 

checking the quality, quantity, potency, weights and measures of essential 

commodities, the major hurdles of consumers would be addressed Moreover, people 

should be taught to be active and not passive consumers to fight back against fraud 

and market scams.196 

The employees of FCS&CA have been handed out  questionnaires where a 

total of 50 respondents have been analysed to understand the population. The 

respondents for answering the questionnaire were chosen through random sampling 

method collected through Primary Quantitative Method in the form of structured 

 
195 one of the officials interviewed on 14th January 2021. 
196 Op. cit.,  on 9th September 2020. 
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questionnaires unstructured interviews were also conducted on few staffs of 

Department of FCS&CA which were also chosen by Random Sampling Method 

simple data tabulation in the form of Bar diagram for a better understanding of the area 

under study. 

Figure 12: Figure showing the level of perception of the Employees towards their 
Department Citizen’s Charter. Source: Field Study. 

 

Source: Field Study  

Table 21: Table  showing the level of perception of the Employees towards their 
Department Citizen’s Charter. 

Sl No. Total Respondents Highly Aware Not Sure 

1. 50 26% 74% 

Source: Field Study. 

The table shows the perception of the employees towards their Department’s 

Citizen Charter. The majority i.e. 37 employees are not quite aware of their 

department’s citizen charter while the remaining 13 are highly aware of it. The citizen 

charter is made available on the department’s website and is however not necessarily 
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distributed to the employees. If the individual employee does not access the citizen 

charter one may not be highly aware of the information given in the citizen’s charter.197 

The Department’s citizen’s charter is prepared annually, and it contains the vision and 

mission of the department, main services performed has also been mentioned. 

Figure13: Figure showing the employees level of awareness regarding rights 

given to consumers under Consumer Protection Act, 1986. 

Source: Field Study. 

Table 22: Table showing the employees level of awareness regarding rights given 

to consumers under Consumer Protection Act, 1986. 

Sl No. Total Respondents Highly Aware Not Sure 

1. 50 26% 74% 

Source: Field Study. 

 
197  one of the officials., op. cit., 8th December 2020.  
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The table shows that the majority i.e. 37 %  are highly aware of the rights given 

to consumers under the Consumer Protection Act, 1986 while the remaining 13% are 

not sure of the given rights. It is quite clear from the responses that the employees 

being consumers themselves are not aware of consumer rights implemented under 

COPRA, 1986 as when a discussion was conducted, they fairly know their rights as 

consumers and were not much aware that those rights were enforced under the 

COPRA, 1986.  

Figure 14: Figure showing the employees perception of the Department’s role in 
assessing the needs of Consumers in Mizoram. 

Source: Field Study. 

Table 23: Table showing the employees perception of the Department’s role in 
assessing the needs of Consumers in Mizoram. 

Sl No. Total Respondents Minor Role Average Role Major Role 

1. 50 20% 32% 44% 

Source: Field Study. 
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When the employees were asked about how they see their department’s role in 

assessing the needs of consumers in Mizoram, their responses seemed to be 

contradictory as 44% were of the view that the department performs a major role, 32% 

thinks that it performs an average role, and a mere 20% thinks that the department 

performs a minor role in assessing the needs of consumers in Mizoram. It is worth 

mentioning that the Department of Food Civil Supply and Consumer Affairs is a full-

fledged department that has consumer affairs related functions in Mizoram. The 

Consumer Commission in every district and State Commission functions under its 

wing. Under the Directorate of FCS&CA, there are concerned officials to cater to the 

needs of consumers. Consumer cell was set up under the department starting from the 

year 2009, however practically, it receives due consideration only as of recently and 

is expected to be more functional in the coming years.198 

Figure 15: Figure showing whether the employees have undergone training for 
consumer related issues 

Source: Field Study. 

 

198 one of the officials., op. cit. on March 9th, 2020. 
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Table 24: Table showing whether the employees have undergone training for 
consumer related issues 

Sl No. Total Respondents Yes No 

1. 50 16% 84% 

Source: Field Study. 

The table showed that a mere 8% of FCS&CA employees have undergone 

training for consumer-related issues and it is worth mentioning that despite this, the 

majority of the employees have undergone training and have taken part in seminars 

and other awareness workshops requisite for their post and jobs. As  the department’s 

employees held different posts such as the supply of food stuffs,  public distribution 

system, maintaining accounts, taking care of State Trading Scheme etc., the process of 

assessing employees as to whether they have attained training with particular to 

consumer-related issue is quite irrelevant as consumer affairs are handled by few 

employees who deals with consumer cell. 

Figure 16: Figure showing whether the employees get proper guidance from 

authority addressing the needs of consumers 

Source : Field Study. 
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Table 25: Table showing whether the employees get proper guidance from 
authority addressing the needs of consumers. 

Sl No. Total Respondents Received Did not receive 

1. 50 70% 30% 

Source: Field Study. 

The table shows that the majority i.e. 70%  respondents did not receive 

guidance from the authority in addressing the needs of consumers. The Department 

previously functioned as Supply and Transport Department since the year 1972 and 

after Mizoram became a full-fledged State, on 20th February 1987, the Department of 

Supply was later changed into Civil Supplies and Transport Department on 4th June 

1987 and on 17th November 2004 it was renamed Food Civil Supply and Consumer 

Affairs after the subject of Consumer Affairs was allotted to it.199 Since the department 

was composed of different wings in the form of food supply, transport, in its initial 

stage, consumer cell has been lately put under its wing only from the year 2009, the 

employees were assisted in diverse areas in their field of work and not just pertaining 

to consumers. Although the main responsibility of FCS & CA department is the 

implementation of supply and management of the Public Distribution System in 

Mizoram, the Department being allocated consumer cells and grievance institutions 

under its wing, the concern towards addressing the needs of consumers required a 

major concern.  The success of an organisation will depend on the constant effort made 

by it to match the needs of the consumer.200  

 
199  fcsca. mizoram.gov.in accessed on 8th February 2021.  
200 Nair. R. Suja., op. cit., p-12. 
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Figure 17: Figure showing the Employees perception of whether they think 

Consumer Protection Act, 1986 helps in the effective working of their department 

 

Source: Field Study. 

Table 26: Table showing the Employees perception of whether they think 
Consumer Protection Act, 1986 helps in the effective working of their department 

Sl No. Total Respondents        Poor        Average            High 

1. 50 26% 36% 36% 

Source; Field Study. 

The table shows the employees’ perception of whether they think the 

Consumer Protection Act, 1986 helps in the effective working of their department is 

alarming as 26%  feels that COPRA Act, 1986 has a poor impact on the Department’s 

functioning. Another 36 percent feels that it immensely impacts the department, and 

an additional  36% are of the view that the Act has an average impact on the working 

of their department. As, the Consumer Protection Act, 1986 introduced and protects 
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consumer through legitimate rights and further introduces grievance institutions which 

are placed under its wing.  It is undeniable that the act is going to have a purposive 

impact on the department’s functioning. An official mentioned his belief that if the 

department focused more on consumer welfare, the status of consumers will be 

upraised.201 Another employee mentions his support towards this view and added that 

a stronghold consumer cell under the department will create a much better status for 

consumers in Mizoram.202  Government, seller, and consumers are the main three 

pillars of consumerism in any country.203 The success of provisions and rights given 

by the government depends on the critical role performed by these three pillars. 

Figure 18: Figure showing whether the employee think if consumers in Mizoram 

are aware of their rights 

Source: Field Study. 

 
201 one of the officials., op. cit. on 10th March 2020. 
202 Ibid., on 10th March 2020. 
203 Panwar .J.S., op. cit.,  p. 4. 
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Table 27: Table showing the  employee’s perception of  consumers in Mizoram 
towards their rights 

Sl No. Total Respondents Not Aware Aware 

1. 50 82% 16% 

Source: Field Study.  

The table shows that the majority i.e. 82% employees of the 50 employees 

being asked to answer the questionnaire feels that consumers in Mizoram are unaware 

of their rights. The reason that provoked them to have this opinion was quoted down 

by the employees as follows 

a) The majority of the employees were of the view that lack of consumer 

awareness is the main issue.  

b) The second prominent reason is the negligence of rights on the part of 

consumers or reluctance to speak out.  

c) A few employees feel that consumers are not given much priority in the 

buyer/seller market while others are of the view that Consumer related 

agencies are still insufficient.
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CHAPTER VII 

CONCLUSION 

 

The Final Chapter which is the conclusion of the present study is divided into 

two parts. The first part contains a summary of the previous chapters. The second 

part contains answers to the research questions, the findings based on the 

questionnaires given to the respondents, beneficiaries and the employees of Food 

Civil Supply and Consumer Affairs, major findings, suggestions for the improvement 

of consumer affairs and the protection in Mizoram and general concluding remark. 

                                                              Part 1 

The Dissertation has been divided into seven chapters. Chapter I started with 

the general meaning of consumers, the growing needs of consumer awareness, the 

factors that affect consumer buying behavior and the changing status of consumers 

in the contemporary world.  

Chapter II gives an overview of Consumer Protection Act, 1986 such as the 

scope of the act and the widespread concern for consumer affairs pertaining to 

protection and rights have been elaborated in this chapter. The chapter also gives a 

brief introduction of laws that were framed before and after the enactment of the 

Consumer Protection, 1986. The second part of chapter two also contains the nature 

of COPRA, 1986 for a better understanding of the act, the UN General Assembly 

guidelines for framing consumer protection has also been highlighted. A brief 

description of the various consumer Rights under the COPRA, 1986 has also been 

mentioned along with the provisions given under such right. It also contains a 
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summary of the hierarchical set up of grievance mechanism under Consumer 

Protection Act, 1986 and concluded with the changes brought into light by the 

COPRA, 2019. 

 Chapter III provides a study of Consumer Grievance Mechanism under 

Consumer Protection Act 1986 such as National Consumer Disputes Redressal 

Commission, Consumer Disputes Redressal Commission called ‘State Commission 

‘in the State, District Forum at district levels. The number of complaints that have been 

filed and disposed of under such grievance mechanism since their inception have also 

been highlighted to understand the status and work done by such in India. The types 

of services covered under the COPRA, 1986 has also been noted to understand the 

scope of service entertained by this act. The procedure for filing of complaints, the 

composition, jurisdictions of grievance mechanisms and the process of Hearing of 

Appeal under the National Commission, State Commission and District Forum are also 

connoted for a better understanding of complaints redressal agencies set up under 

COPRA, 1986.  

 Chapter IV gives a broader image of the area of study covered under this 

dissertation. It is an elaboration of the topics covered in the other chapters. It tries to 

provide an in-depth understanding by highlighting the cases of the consumer 

movement, the status of consumers, problems, the existing grievance organisations to 

tackle consumer issues particularly in Mizoram and India as a whole.  

 Chapter V outlines agencies that play a vital role in serving the consumer in 

Mizoram be it institutions set up by the government or non-governmental agencies. 

The organizational set up, functions and roles played by consumer concerned 
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institutions of Mizoram such as Department of Food, Civil Supplies, and Consumer 

Affairs, Mizoram Consumer Union, Consumer Dispute Redressal Commission (State 

Commission), Consumer Dispute Redressal Forum (District Forum), State Consumer 

Helpline, Mizoram Consumer Protection Council, Legal metrology Department etc. 

have also been noted.  

 Chapter VI contains an analysis of data and interpretation of such data which 

have been allocated through unstructured questionnaires and interview of the  

beneficiary (Consumers) of government essential commodities through PDS and 

employees of the Directorate of Civil Supply and Consumer Affairs which have been 

picked randomly to understand the status of consumers and concerned agent for 

consumers in Mizoram. To make the study as universal as possible, the questionnaires 

have been handed out to numerous villages and towns in the nook and corner of 

Mizoram. With regards to employees of FCS&CA, the population has been picked by 

Random Sampling Method.  

                                                     Part 2 

During the present study, six research questions were formulated and the answers to 

the questions are as follows. 

1. What are the various issues that led to the need for Consumer Protection in 

India? 

a) The need for consumer equilibrium, or the feeling of getting the most 

satisfaction from spending one's money on various goods, influences the 

consumer's mental state. Customers will be satisfied if they feel safe in the 
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market. It is a moral responsibility and a social principle of justice to 

provide such equilibrium in the form of protective measures. 

b) The seller’s venture in getting the best price and profit usually  drive the 

unaware consumers to the point where they are being exploited. This calls 

for the need for consumer protection. 

c) Consumers that are not properly informed may  pay the price for goods and 

services unknowingly and in the process, they may be the one suffering due 

to the selfish interest of the sellers or  short-sighted policies framed by the 

government. Consumers need unbiased policies and consumer friendly 

environment  to maintain peace and satisfaction. 

d) The sellers in the market used to utilize defective and underweight 

measurement thus the buyer’s welfare is lost in the process. Consumer’s 

protection through laws is the need of the hour. 

e) In some cases, consumers suffer at the hands of the company's product 

because it contains harmful ingredients, which may be intentionally hidden 

to increase market demand, which would harm consumers. This highlights 

the importance of consumer protection. 

f) Consumer problems and related issues which may be unethical creates 

social problem thus consumer protection needs to be assessed and tackled 

for the wellbeing of the society. 

2. What are the various problems faced by Consumers in India? 

a) Illiteracy: The majority of consumers in urban and rural areas lack basic 

literacy skills, making it difficult for them to comprehend an organization's 
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or government's regulations, much alone the proper or improper use of 

products. 

b) Unreliable Supply: A common issue for consumers is an unreliable supply 

of goods. This is a result of the product shortage. By stockpiling essential 

goods, the groups artificially inflate scarcity, leading to high pricing. 

c)  False weights and measurements are a frequent practise some traders 

engage in when selling goods. They defraud consumers by using erroneous 

weights and measurements. It occasionally happens that products sold by 

weight (Kg) or length (metres) are understated compared to their stated 

values.  

d) No adequate return on Investment: Although the buyer pays a premium 

amount for the things they acquire, they frequently do not receive 

satisfaction with the goods they have purchased due to low-grade quality, 

below par packaging, etc. 

e) Corruptive practice: In India, the problem is that the helpless consumer is 

exploited not only by private enterprise, but corruptive practice indulged 

by government agents. It is well known that Indian consumers prefer to 

suffer in silence rather than knock on the door of justice. On the other hand, 

consumer needs have also been constantly neglected by the available 

forums or Consumer Courts that further dim the drive of consumers to get 

their claims heard. 

f)  Unavailable redressal institution at close proximity: Consumers in villages 

or remote areas are helpless in this regard as functional redressal 

mechanism are next to none and this made the consumers having no choice 
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but to suffer in silence and instead of fighting for their rights, they may 

accept it as a part of life and chooses to ignore it.  

g) Delay in  handling consumer complaints: It has also been constantly 

debated that due to rigidity and status-quo, the petition made by consumers 

are rarely heard at the right time. This further demarcated the distance 

between the helpless consumers and the designated officials appointed to 

lessen the hurdles of the consumers.  

3. What are the aims and objectives of the Consumer Protection Act, 1986? 

a) The main objective of COPRA, 1986 is to promote and provide 

protection of the rights of consumers.  

b) It promotes the right to be informed about the quality, potency, 

quantity, price of goods, standards and to protect the consumer against 

unfair trade practices and provide remedies for deceived consumers.  

c) It aims at giving assurance to consumers wherever possible access to a 

variety of services and goods at a competitive price. 

d) The COPRA, 1986 seek to provide redressal facilities with an assurance 

that consumer’s interest will receive consideration and settlement of 

consumer disputes at appropriate Consumer Court/ Forum, Consumer 

Councils, Commissions at the national, state-level etc. 

e) Its main objective is to provide protection to consumers against 

exploitation and to ensure the availability of easy, affordable and 

accessible platforms that provide services and covers all sectors and 

applied to all goods and services. 
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f) It aims at providing and fulfilling rights given to consumers and 

implementing such rights as, Right to Safety, Right to Information, 

Right to Choose, Right to be Heard, Right to Seek Redressal and Right 

to Consumer Education.  

Q.4 What are the various Consumer Grievance Redressal Mechanisms available for 

Consumers in India?  

The government of India, for the purposes of alleviating the status of 

consumers, may establish for the protection of consumers  the following agencies, 

namely: 

a) The Central Government by notification may establish a National 

Consumer Disputes Redressal Commission in the centre. 

b) The State government by notification may establish a Consumer 

Disputes Redressal Commission called ‘State Commission ‘in the 

State.  

c) District Forum may be established by the State government in District 

capitals if the need arises. 

Apart from the Forum/Commission at the District, State and National level, 

Consumer Protection Councils have been set up at National, State and District to cater 

to the needs of consumers in India. Further, numerous non-governmental agencies, 

Consumer Union, Associations, Branches etc have been increased simultaneously with 

the ever-growing quest for change and the settlement of consumer disputes and other 

matters connected with it.  
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Q.5 How does the Consumer Protection Act, 1986 change and affect the working of 

the Government of Mizoram towards Consumers? 

a) The Consumer Protection Act, 1986 enacted by the Central Government led 

to the onset of Mizoram Consumer Protection Rule, 1987 that  stirred up the 

genesis of numerous consumer related institutions, particularly the State 

Commission and District Forum. The rule legitimised functional roles  for 

such consumer related institutions thereby changing the roles played by the 

government  towards consumers in Mizoram. 

b) The act promotes transparency in the functions performed by consumer-

related institutions toward consumers, as the aggrieved consumer must be 

informed of all activities undertaken in the resolution of disputes. The 

consumer's right to be informed under this law further checks the government's 

role toward consumers. 

c) The provisions of the Act have also resulted in the establishment of consumer-

responsible agencies in the form of consumer  Branch/Associations, clubs and 

so on,  in various localities of Mizoram which constantly push the government 

in the right direction, thereby elevating the government's concern for 

consumers. 

d) The process of establishing a time frame for resolving consumer complaints 

in consumer courts promotes promptness in the government's actions in 

resolving consumer hurdles. 

e) The functions and roles played by different consumer related institutions such 

as the Department of Food Civil Supply and Consumer Affairs, District 
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Forums, State Commissions etc are thus governed by the rules established 

under the COPRA, 1986. This act serves as a custodian, binding the 

government's activities to the consumer, thereby elevating the value of the 

concept "Consumer." 

f) The act specifies what the government must do to empower and protect 

consumers from fraudulent and defective marketplaces. The regulations must 

be followed by the government, broadening the scope of the government's role 

towards citizens. 

Q6. What are the measures which can be taken for removing the barriers that might 

arise against the proper functioning of the Consumer Protection Act in Mizoram? 

a) The affairs associated with consumers be it the varied roles to be performed 

and the laws, duties, initiatives to be taken needs to run into the market 

based economic system. The key to solving the problems of the consumers 

will be channelized if the right institutions handle their duties without any 

discrimination among the consumers who come from various backgrounds.  

b) The available Consumer Forums and Ministry and Department are the 

custodian of Consumers and are to provide useful guidelines and play key 

roles with knowing their responsibilities to create a society where 

consumers could be regarded as ‘King in the market’ and not a puppet for 

the sellers.  

c) Consumers should be informed about their rights through media that could 

be easily accessed such as television, radio, newspapers, and even 
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educational institutions starting from the lowest structure in schools to the 

highest level in colleges.  

d) Having protection in the form of rights is not enough, and it is the duty and 

rights of every consumer and seller to keep in mind the importance of this 

act. If done so, this act will be successful in protecting consumers rights.  It 

is, therefore, the duty of the government and various consumer grievance 

agencies to help in the solution of this problem and provide assistance to 

enhance consumer satisfaction.  

e) India with its target of developing a welfare state, the ideal mechanism of 

government’s intervention through a mode of ‘PPP’ or Public-Private 

Ownership where the term ‘Public’ refers to government and its role to act 

as a guiding force for individuals (Consumer) is prerequisite. The 

accountability held by the government to wipe out the problems of the 

people is very lucid 

f) It is the responsibility of each consumer to not handle issues passively 

however it is the duty of all to be proactive in wiping unfair and fraud 

practices in the market. The government should be prompt in checking the 

goods and services entering the market economy. 

g) Although many of the frustrations of the consumers are barely heard, the 

level of unaware consumers is thought to be declining as the central 

government, state and District governments have taken steps in showing 

concerns for consumers. Despite all these, increasing open public debate, 

education, freedom of media, voice and increased concern for individual 
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rights have to be in vogue to increase the demand and driven concern for 

consumers in India.  

Major Findings 

a) The current study finds that it was only with the passage of the Consumer 

Protection Act, 1986, that enacted laws specifically for protecting 

consumers in India were considered legitimately functional, with executive 

functions, consumer rights and grievance mechanisms to address consumer 

difficulties. 

b) The study shows that the Central Government's introduction of the 

Consumer Protection Act, 1986 resulted in the implementation of the 

Mizoram Consumer Protection Rule of 1987. In Mizoram, the state 

government established the State Commission on 24th August 1988. The 

District Forum of Aizawl, Lunglei and Chhimtuipui also commenced in the 

year 1988. 

c) According to the findings of the study, three districts out of eleven in 

Mizoram lacks a functioning District Commissions. These three districts 

have just been granted district status and are yet to establish a Consumer 

Dispute Grievance Redressal Commission. 

d) Despite the fact that Mizoram has operational grievance mechanisms, the 

study finds that the number of cases filed in these institutions in the state 

capital and other districts is surprisingly low. The State Commission of 

Mizoram, which was established in 1988, has just 250 cases on file, with 

21 of them currently pending. 
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e) The study finds that only a few cases have been filed in the various District 

Commissions since their inception. In comparison to the other District 

Commissions, Aizawl District Commission recorded the most cases filed 

with 3972 cases since inception. The cases filed since inception in other 

Districts of Mizoram in ascending order are Lunglei District records 128 

cases, Serchhip District records 28 cases, Champhai District records 24 

cases, Kolasib records 17 cases, Siaha  District records 2 cases, Lawngtlai 

District records 1 case, Mamit District has no recorded case since inception. 

The data shows that Mizoram consumers choose to suffer in silence than to 

knock at the door of justice.  

f) The study shows that the majority of the cases filed were not resolved 

within the time frame specified. For example, the Aizawl Consumer 

Dispute Redressal Commission received 3972 cases, of which 3901 could 

be resolved while the remaining 38 cases are still pending. Lunglei District 

has 21 unresolved cases out of a total of 128. Siaha District Commission 

has one pending case out of the two cases filed. Serchhip, Champhai and 

Kolasib Commissions do not have any cases pending. The study 

demonstrates the inadequacy of such Grievance Institutions in light of the 

number of cases filed. According to the study’s findings, almost all of 

Mizoram’s District Commissions have few cases to resolve. 

g) According to the study, as of August 2021, 138676 cases had been filed 

with the National Commission, 874562 cases had been filed with State 

Commissions from every Indian state, and 4472029 cases had been filed 

with all District Commissions combined.  
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h) The study reveals that, in addition to the Consumer Related Agencies 

established by the government of Mizoram, numerous non-governmental 

organisations such as the Mizoram Consumer Union, Young Mizo 

Association, Consumer Clubs and Consumer Welfare branches in various 

localities work to protect and promote consumer interests in the state. 

i) The study shows that in Mizoram, the traditional practice of the Deputy 

Commissioner of the district automatically being the President of the 

District Forum was changed in the year 2017. Judge, Fast Track Court and 

Additional District and Session Judges were to serve as the President of the 

respective District Forum in addition to their own duties. 

j) The study reveals that the prevalence of fraud and bogus ration cards is  

posing a threat for the supply of essential goods through Public Distribution 

System, which is immensely being relied on by consumers in various parts 

of Mizoram. A cooperative changing mindset and loyalty of consumers in 

this regard proved to be vital. 

k) It is the finding of the study that due to the ever-increasing trade with 

neighbouring countries, the national highways, if left unchecked, might 

pose a threat to consumers in Mizoram. A proper check, laws and action 

are required as products trafficking and illegal markets are becoming a 

rising concern for the people of Mizoram.  

l) The present study observes that although the availability of online market  

may seem less time consuming and easier to access, the amount of 

consumer complaints regarding the availability of fraud online site, the 

selling of deceptive products and difficulty in getting their grievance 
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resolved is a major issue not only in metropolitan cities but also in 

Mizoram. 

m) The study reveals that the widespread concern for consumer affairs, 

protection and rights given through compliance is now a mandatory 

concern. The growing use of information technology has widened the scope 

of marketing challenges for consumers. 

n) It is the finding of the study that consumers in villages or remote areas of 

Mizoram are helpless as functional redressal mechanisms are next to none. 

This left the consumers with no choice but to suffer in silence instead of 

fighting for their rights. It has also been constantly debated that due to 

rigidity and status quo, the petition made by consumers are rarely heard at 

the right time. This further demarcated the distance between the helpless 

consumers and the designated officials appointed to lessen the hurdles of 

the consumers. 

o) The study reveals that, if the rights of consumers are not heard, there can 

be no further development. Consumer’s well-being in Mizoram is 

dependent on the availability of institutions that investigate concerns that 

prevent them from having their rights heard without discrimination. 

p) According to the findings of this study, consumer welfare should be the 

primary focus in order to attain socioeconomic prosperity and a 

considerable degree of growth. The study also demonstrates that easy 

accessibility of consumer redressal facilities, awareness on the part of 

consumers, roles played by concerned agents for consumers have a 

remarkable impact on the consumer’s wellbeing.  
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q) The present study observes that the market environment in Mizoram has 

expanded over the years with the ever-growing outlook towards change and 

quest for demand and supply. The modern man cannot be left off in a 

vacuum and thus his needs and demands increases on par with the world’s 

market and economy. Within the environment of trading and consumption, 

the need arises for laws that will protect and guide consumers in their 

venture. 

r) According to the study, various problems common in other countries, such 

as a lack of a platform to criticise the government and not knowing where 

to address consumer complaints, persist in Mizoram, leading to consumer 

frustration. 

As per the data and information collected with the help of the questionnaire circulated 

among the sample respondents, the following aspects have emerged. 

a) The study shows that 68% of the respondents’ mentioned that consumers 

are highly aware of their rights under the Consumer Protection Act, 1986 

while 32% are not so sure of their rights as consumers. 

b) The study shows  that 68% of the respondents agree with  the statement 

‘Consumer is King’ in the market environment  and  32% do not agree with 

this statement. 

c) It is the finding of the study that 74 persons out of the 100 respondents said 

that they find it mandatory to trust a seller/retailer before a purchase is 

being made.  
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d) It is the finding of the study that 58% of the respondents said that the advice 

of sellers affects their buying decision while the other 42% are not affected 

by the advice given by the seller/retailer in their buying decision. 

e) The study shows that 100% of the respondents are of the view that 

consumer service centre is duly favoured in the buyer/ sellers’ market. 

f) The study reveals  that the majority that is 39 respondents mentioned that 

to get their  problems resolved they prefer to approach concerned agents 

for consumers, 25 respondents find their solution through word of mouth, 

19% of the respondents find advertisement and promotions through media 

favourable and last but not least 17% of the respondents prefer to utilise the 

web search to solve their problems. 

g) It is the finding of the study that the majority of 95 respondents said that a 

good consumer communication channel is  required while a mere 5 persons 

failed to find it necessary. 

h) Regarding whether consumer feels that there is a need for a proper 

return/exchange policy, it is the finding of the study that a striking 99% of 

the respondents were in favour of it while a mere 1% did not find it 

necessary. 

i) The study shows that 41 respondents are aware of consumer redressal 

facilities/forum while the other 59 respondents are not aware of the 

availability of such facilities. 

j) It is the finding of the study that a majority of the respondents that is 37 

respondents revealed  they are aware of the work done by consumer  

redressal facilities in addressing consumer problems in their locality while 
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63 respondents  were not aware of the working of such grievance 

institutions. 

k) The study shows thar 93% of the respondents were not aware of the  

facilities  for checking the quality of essential the goods received through 

public distribution system. 

As per the data and information collected with the help of the questionnaire circulated 

among the sample respondents, of the employees of Food Civil Supply and Consumer 

Affairs, the following aspects have emerged. 

l) The study shows that 37 employees of the total 50 employees being asked 

to answer the questionnaire are not completely aware of their department’s 

citizen charter while the remaining 13 employees were well aware of it. 

m) The study also shows that the majority i.e. 37 of the 50 employees are well 

aware of the rights given to consumers under the Consumer Protection Act, 

1986 while the remaining 13 employees are not sure of the given rights. 

n) The study shows the perception of how the 50 employees find their 

department’s role in assessing the needs of consumers in Mizoram, their 

response seemed to be contradictory as 22 employees were of the view that 

the department performs a major role, 16 employees think that it performs 

an average role, and a mere 10 employees thinks that the department 

performs minor role in assessing the needs of consumers in Mizoram. 

o) The study  shows that a mere 8 employees from the 50 staff being asked to 

answer the questionnaire have undergone training for consumer related 

issues and it is worth mentioning that despite of this, majority of the 
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employees have undergone training and have taken part in seminars and 

other awareness workshops which are requisite for the post they held. 

p) The study shows that a mere 15 employees off the 50 respondents  have 

undergone guidance from the authority in addressing the needs of  

consumers in Mizoram 

q) It is the finding of the study that 13 of the 50 employees perceive that 

COPRA Act, 1986 has a poor impact on the department’s functioning while 

18 employees feel that it has an average impact however, the remaining 18 

employees believed that the enactment of COPRA, 1986  immensely affect 

the working of their department. 

r) The study shows that the majority i.e. 41 employees out of the 50 

respondents feel that consumers in Mizoram are still not aware of their 

rights.  

 SUGGESTIONS 

Mizoram’s market is comprehensive and dynamic, and is used by people  from 

various background. The availability of comprehensive laws and grievance 

mechanisms to lessen consumer hurdles and promote timely redressal is the need of 

the hour. The process of providing pro-active and timely service to consumers can 

immensely fight back the problems faced by consumers in the market. While the 

present era is undeniably getting more consumer-friendly, we cannot deny that the 

majority of the population of Mizoram lacks information and guidance in the market 

economy. The community being close-knit people usually choose to silence their 
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issues rather than getting their problems addressed. The consumers need to be given 

proper guidance and addressed the unethical issues that may arise.  

The government of Mizoram needs to improve the infrastructure of the 

Consumer grievance machinery/courts. As it is eminent that cases filed in the 

Consumer Courts take more than the stipulated 90 days to get addressed and resolved. 

The available Consumer Forums and Department are the custodian of Consumers in 

Mizoram and are to provide useful guidelines and play key roles with knowing their 

responsibilities to create a society where consumers could be regarded as king of the 

market and not a puppet for the sellers. The delay in handling consumer grievance by 

different Forums at the central, state and district can pose a great threat for the buyers 

and may discourage the consumer from raising their concerns. It is therefore important 

to raise concern about this issue. There should be a growing concern for the availability 

and need of product quality/ testing laboratories and weights and measures inspection 

which should aim at an allocation of test equipment and provide strict rules to be 

followed to reduce the chance of fraud, scams and other defective market strategies.  

 Consumer education  and awareness that are easily accessed by the 

community should be regularly organised to inspire consumers to take right decision. 

Consumers should also educate themselves about the products bought on the market 

and use them in a way it is intended. Further, the grievance agencies should be readily 

and easily approachable by consumers. It would be more favourable if such institutions 

are accessible through an online process that could save more time and energy. The 

key to solving the problems of the consumers will be channelized if the right 

institutions handle their duties without any discriminations among the consumers who 
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come from various background. The affairs associated with consumers be it the varied 

roles, laws policies, provisions, legislations, Acts, duties, initiatives taken needs to run 

into the market based economic system. 

 Consumers should be informed about their rights through media that could be 

easily accessed such as television, radio, newspapers, and even include consumer 

education in the curriculum in educational institutions starting from the lowest 

structure in schools to the highest level in universities. When making a purchase the 

consumer should be conscious in checking the quality and potency of the items for 

purchase and ask for a receipt/cash memo of the item purchase as it will help as a 

source document of transaction made between the seller and buyer. The consumer 

must look for quality marks such as AGMARK, ISI, and should be even conscious of 

the MRP to avoid fraud market price and defective weighing scales. The majority of 

modern era consumers in Mizoram are found to be utilizing online banking, shopping 

and other facilities which are introduced by the ever-growing information technology. 

The consumers in this regard need to be aware and educated in this realm. Having 

protection in the form of rights is not enough and it is the duty and rights of every 

consumer and seller to keep in mind the importance of this act. If done so, this act will 

be successful in protecting consumers rights.   

Consumers in metropolitan regions have better access to some benefits, such 

as the availability of a forum in close proximity, but consumers in rural areas may be 

unaware of the existence of such grievance organisations. The District Commission 

located in the capital city of Mizoram, Aizawl for instance, is more sought after and 
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has a substantial number of cases when compared to remote places where consumer-

related organisations are frequently unfamiliar to the inhabitants.  

The level of exposure to awareness in urban areas may also give higher 

privilege to the consumer as it gives the alertness to act promptly when the buyers 

might be manipulated by sellers. There is a popular belief that if the consumer 

neglected his rights, the probability of suffering from that negligence is high. There 

will be a point in time where the buyer might be exploited for his ignorance therefore, 

it is the duty of the consumer to be aware of  his right and it is also the challenge of 

Consumer-related institutions to be well aware of the legitimate rights given under 

Consumer Protection Act,1986.  

Consumer platform would be elevated only if proper guidelines and protection 

in the form of acts and legitimised roles are being played by related agents and 

institutions. Since malice such as utilizing bogus ration card, black money and 

smuggling of trafficked goods seems to be common in the boundaries of Mizoram,  the 

government and the consumers themselves must refrain and act out against such 

hostility. The initiatives taken by the government and consumer-related agencies to 

curb consumer hurdles and other popular issues should not be in just written form 

however should be implemented to promote efficiency and to attain an optimum result. 

The key to solving the problems of the consumers will be channelized if the right 

institutions handled their duties without any discriminations towards the consumers 

who come from various background.  

To sum up, the Consumer Protection Act, 1986 has been amended a few times 

during three decades of its implementation. In 2019, the Parliament of India has passed 
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the Consumer Protection Act on 6th August. This new Act tries to regulate all the 

activities, stakeholders and agencies associated with consumer welfare and protection 

in India. It emphasises on consumer rights, trade practices and advertisements which 

should be aimed at the benefit of consumers. This is the subject matter of further study 

and research after the provisions of the said act are implemented. 
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APPENDIX-I   

                                                           

Questionnaire I 

Questionnaire for Consumers. 

 

Instruction to respondents 

 

I have been carrying on a research work under the supervision of Prof. 

Lalneihzovi, Public Administration Department, Mizoram University. In this 

connection I need your cooperation for providing information. Your responses will 

be treated as confidential, and your name will not appear anywhere in the research 

report and will be strictly used for academic and research purpose. Your kind 

cooperation in this regard is highly solicited. 

                                                                                              Biakthanpuii 
                                                            Research Scholar (Public Administration Dept.) 
                                                                                        Mizoram University                                 
                                                                                       Ph. No. 8257040537 

 

1. Are you aware of the various Consumer Rights under Consumer 
Protection Act, 1986?  (Consumer-te dikna chanvo Consumer Protection Act, 
1986 hnuaia chi hrang hrang a pek te hi i hre tawh ngai em?) 

            ( i) Yes [  ]   (ii) No [   ] 

 

2. Do you agree with the statement ‘Consumer is King’? (Consumer-te an Lal 
ber tih hi i awih zawng  a ni em ? )     (i)  Agree [   ]   (ii) Do not agree [   ] 
 

3. Do you find it mandatory to trust a seller/retailer before making a 
purchase? (Thil i lei hma in Retailer te hi i rin phawt angai i ti em?) 

      (i)  Yes [   ]   (ii)  No [   ] 

4. Does the advice of retailer / wholesaler affect your buying decision? 
(Retailer / Wholesaler te Thurawn in i thil lei dan phung ah nghawng a nei thin 
em ? )      
 (i) Affect [ ]   (ii)  Do not Affect  [   ] 
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5. Is there any requirement for initiating Consumer Service Centre? 

(Dawrtute lo buaipui / ngaihsak na mumal siam hi tul i ti kher em ) 

      (i)  Yes [   ]   (ii) No [   ] 

6. Where do you look for information to solve consumer related problem? (I 

dikna chanvo pal zut sak i nih in chingfel tur in khawi atangin nge thurawn I 

lak thin?) 

 (i)  Advertisement & Promotion (Fakna )     [   ] 
 (ii) Word of mouth (Mi ka atangin )     [   ] 
  (iii) Web search (Internet atangin)      [   ] 
  (iv) Concerned Agent for Consumers (Consumer puala din pawlte) [   ] 
     

7. Do you think Consumer Communication Channel is important? (Thil leitu 
leh dawrtu te in pawh tawnna hi pawimawh in i hria em ? )     (i)  Yes [ ]   (ii)  
No [   ] 
 

8. Do you think that proper return / exchange policy is required? (I thil lei 
tawh thleng let leh  theihna dan mumal tak awm se i ti em ? )     (i)  Yes [  ]   
(ii)  No [   ] 
 

9. Are you aware of Consumer Redressal Facilities / Forum? (Consumer te 
harsatna   chingfeltu ‘Consumer Redressal Forum’ an tih hi I hre tawh ngai 
em?) 

              (i)  Yes [  ]   (ii)  No [   ] 

10. Are you aware of Consumer Redressal Facilities? (Consumer te harsatna   
chingfeltu ‘Consumer Redressal Forum’ an tih hi in Veng / Khua-ah i hre tawh 
ngai em?) 

              (i)  Yes [  ]   (ii)  No [   ] 

 
11. Are you aware of the work done by Consumer Redressal facilities in 

addressing consumer problem in your locality? (Consumer Redressal 
Forum in Consumer-te harsatna an chinfel thin dan hi in veng/khua ah hre tawh 
ngai em?) 

              (i) Yes [ ]   (ii) No  [   ] 

12.   Is there proper facility for checking the quality of essential goods 
received through Public Distributive System? (Sorkarin dawn chi hrang 
hrang leh that loh enfiahna hmanrua in vengin in nei em ? )      
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(i)Yes [   ]   (ii) No [   ] 
 

13. Do you think the available Consumer Rights affect the working of the 
Government of Mizoram towards Consumer Welfare? (Consumer ten dikna 
chanvo ‘rights’ an neih hian Sorkar-in Consumer-te a hmuh / en danah nghawng neiin 
i hria em? )       

(i)  Yes [   ]   (ii) No  [   ] 
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                                                        APPENDIX-II 

QUESTIONNAIRE II 

Questionnaire for Employees of Department of Food Civil Supply and 

Consumer Affairs, Aizawl, Mizoram.                                             

 

 

Instruction to respondents 

 

I have been carrying on a research work under the supervision of Prof. 

Lalneihzovi, Public Administration Department, Mizoram University. In this 

connection I need your cooperation for providing information. Your responses will 

be treated as confidential, and your name will not appear anywhere in the research 

report and will be strictly used for academic and research purpose. Your kind 

cooperation in this regard is highly solicited. 

                                                                                              Biakthanpuii 
                                                            Research Scholar (Public Administration Dept.) 
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1. Are you well aware of your department’s Citizen Charter?  (In department   

inkaihhruaina  leh khua leh tui laka  chanvo   nemnghehna thu ziak a neihte hi 

I hre chiang em?)  

 

(a) Highly aware (chiang viau)                 (b) not sure( chianglo) 

 

2. Are you familiar with the rights given to consumers under Consumer 

Protection Act, 1986? (Consumer Protection Act, 1986 in consumer te dikna 

chanvo a pek te hi ilo hmelhriat ve tawh ngai em?) 

 
(a) Highly aware (chiang viau)                          (b) not sure (chianglo) 
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3. Do you think your department performs role in assessing the needs of 

consumer in Mizoram? (Consumer te mamawh buaipuina lamah hian in 

department in chanvo a nei in I hria em?) 

 

(a) Minor role (chanvo tlem)       (b)   major role (chanvo tamtaK)       (c)  

average role (chanvo pangai) 

 

4. Have you undergone training for Consumer related issues?  (Consumer te 

buaipuina lam pangah inzirna I paltlang ve tawh em?)    

 

(a) Yes                (b) no 

 

5. Do you get proper guidance from authority in addressing the needs of 

consumers? (consumer te mamawh in pekna kawngah hian thu neitute hnen 

atangin inkaihhruaina mumal tak in dawng em?) 

 

(a) Received (dawng)                                         (b) highly (dawnglo) 

 

6. Do you think Consumer Protection Act,1986 helps in the effective working 

of your department? (Consumer Protection Act,1986 hian in department 

hnathawhna ah nghawng tha a nei in I hria em?) 

 

(a) Minor impact (nhawng em em lo)            (b) average  ( nghawng pangai)          

(c) major impact ( nhawng nasa ) 

 

7. Do you think consumers in Mizoram are well aware of their consumer 

rights? (Mizoram a Consumers te hian an dikna chanvo an ngaihven tawk in 

I hria em?) 

 

(a)  Not much aware (ngaihven tawklo)               (b)  highly aware ( ngaihven 

viau) 
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Introduction 

‘Consumer’ is a term that is comprehensive and dynamic and denotes every individual 

living in a society. The word has been variedly expounded by scholars and thinkers and there 

is no universally accepted definition of the term. In India, the Consumer Protection Act,1986 

defines a consumer as one who buys any goods for consideration or one that hires or avails of 

any services for a consideration. Consumers play a crucial role in the economic system by 

creating healthy competition in the market, thereby elevating the quality of goods and in the 

process, they generate significant benefits for the community. Consumers are the most 

neglected community and the problems faced by them seems to be alike in all societies. 

Despite the growing provisions available for consumers, particularly the provisions under the 

Consumer Protection Act, 1986, consumers in India are found to be facing similar problems. 

This indicates that there is a need for innovative change and a drive towards a consumer 

movement that will bring forth ethical principles for consumer’s wellbeing. 

Review of Literature:  

To have a better understanding of the current study, a review of ten articles and 

twenty books have been done. 

Scope of the Study 

The present study attempts to explore the changing status of consumers in India as a 

whole and Mizoram in particular. It provides a sketch of the circumstances that led to the 

need to protect consumers and defined certain laws and provisions for consumers in India. 

The study also focused on the working of various organisations that have been set up under 

the Consumer Protection Act, 1986. Being particular to Mizoram, a study on the impact of 

the Consumer Protection Act, 1986 on the working of the Government of Mizoram, 
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Consumer Grievance institutions both government and non-government agencies have also 

been tackled. An analysis of certain constraints and challenges that may act as barriers 

towards the working of this act and overall problems faced by consumers in the changing 

market scenario has also been studied to draw out major findings and to give remedial 

suggestions.  

Objectives 

1. To study the perspectives that highlight the need for Consumer Protection in India 

2. To study the problems of Consumers in India and their Legal Protection under the 

Consumer Protection Act, 1986 

3. To study the Consumer Grievance Redressal Mechanism under the Consumer 

Protection Act 

4. To study the impact of Consumer Protection Act, 1986 on the working of the 

Government of Mizoram 

5. To analyse the constraints and challenges that act as barriers for the working of 

Consumer Protection Act, 1986 in Mizoram 

Research Questions 

1. What are the various issues that led to the need for Consumer Protection in India? 

2. What are the various problems faced by Consumers in India? 

3. What are the aims and objectives of the Consumer Protection Act, 1986? 

4. What are the various Consumer Grievance Redressal Mechanisms available for 

Consumers in India? 

5. How does the Consumer Protection Act, 1986 change and affect the working of the 

Government of Mizoram towards Consumers? 
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6. What are the measures which can be taken for removing the barriers that might arise 

against the proper functioning of Consumer Protection Act in Mizoram? 

Methodology  

The methodology for the study included both primary and secondary sources of 

information which utilized both Qualitative and Quantitative research method. The primary 

data was collected through Primary Quantitative Method in the form of structured 

questionnaires which was obtained from a sample of 50 working officials of the Directorate 

of Food, Civil Supplies and Consumer Affairs, Mizoram by Random Sampling method. 

Simple data tabulation in the form of bar diagram and table showing the percentage has also 

been utilised to know the functioning of the Government for consumer protection and 

unstructured interview was also conducted on few staffs of Department of FCS&CA which 

were also chosen by Random Sampling Method. A simple data interpretation in the form of 

Bar diagram and table showing the percentage has also  been utilised to have a glimpse of  

the impact of Consumer Protection Act, 1986 on the working of the Government of Mizoram 

towards Consumers. Further, Primary Quantitative Method was utilized in the form of a 

structured questionnaire that was obtained from a population of 100 consumers of various 

localities which were chosen through Random Sampling method to have an idea of the 

perspective of the masses towards the protection given to them as consumers. Qualitative 

method was also utilized through structured one on one interviews of consumers and officials 

of consumer- related agent. 

Secondary data was obtained from Secondary Quantitative Method through the 

information available in the form of books, magazines, articles, journals, data available on 

internet sites and government and non-government sources adhering to the study. Simple data 

interpretations have also been included for a better understanding of the area under study. 
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Chapterization 

Chapter I :  Introduction 

Chapter II : Consumer Protection Act, 1986: An Overview 

Chapter III : Consumer Grievance Mechanism Under the Consumer 

Protection Act, 1986 

Chapter IV : Area Under Study 

Chapter V : Agencies for Consumer Protection in Mizoram 

Chapter VI :  Analysis of Data and Interpretation 

Chapter VII : Conclusion 

 

Major Findings 

1. The current study finds that it was only with the passage of the Consumer 

Protection Act, 1986, that enacted laws specifically for protecting consumers in 

India were considered legitimately functional, with executive functions, consumer 

rights and grievance mechanisms to address consumer difficulties. 

2. The study shows that the Central Government's introduction of the Consumer 

Protection Act, 1986 resulted in the implementation of the Mizoram Consumer 

Protection Rule of 1987. In Mizoram, the state government established the State 

Commission on 24th August 1988. The District Forum of Aizawl, Lunglei and 

Chhimtuipui also commenced in the year 1988. 
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3. According to the findings of the study, three districts out of eleven in Mizoram 

lacks a functioning District Commissions. These three districts have just been 

granted district status and are yet to establish a Consumer Dispute Grievance 

Redressal Commission. 

4. Despite the fact that Mizoram has operational grievance mechanisms, the study 

finds that the number of cases filed in these institutions in the state capital and 

other districts is surprisingly low. The State Commission of Mizoram, which was 

established in 1988, has just 250 cases on file, with 21 of them currently pending. 

5. The study finds that only a few cases have been filed in the various District 

Commissions since their inception. In comparison to the other District 

Commissions, Aizawl District Commission recorded the most cases filed with 

3972 cases since inception. The cases filed since inception in other Districts of 

Mizoram in ascending order are Lunglei District records 128 cases, Serchhip 

District records 28 cases, Champhai District records 24 cases, Kolasib records 17 

cases, Siaha  District records 2 cases, Lawngtlai District records 1 case, Mamit 

District has no recorded case since inception. The data shows that Mizoram 

consumers choose to suffer in silence than to knock at the door of justice.  

6. The study shows that the majority of the cases filed were not resolved within the 

time frame specified. For example, the Aizawl Consumer Dispute Redressal 

Commission received 3972 cases, of which 3901 could be resolved while the 

remaining 38 cases are still pending. Lunglei District has 21 unresolved cases out 

of a total of 128. Siaha District Commission has one pending case out of the two 

cases filed. Serchhip, Champhai and Kolasib Commissions do not have any cases 

pending. The study demonstrates the inadequacy of such Grievance Institutions in 
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light of the number of cases filed. According to the study’s findings, almost all of 

Mizoram’s District Commissions have few cases to resolve. 

7. According to the study, as of August 2021, 138676 cases had been filed with the 

National Commission, 874562 cases had been filed with State Commissions from 

every Indian state, and 4472029 cases had been filed with all District 

Commissions combined.  

8. The study reveals that, in addition to the Consumer Related Agencies established 

by the government of Mizoram, numerous non-governmental organisations such 

as the Mizoram Consumer Union, Young Mizo Association, Consumer Clubs and 

Consumer Welfare branches in various localities work to protect and promote 

consumer interests in the state. 

9. The study shows that in Mizoram, the traditional practice of the Deputy 

Commissioner of the district automatically being the President of the District 

Forum was changed in the year 2017. Judge, Fast Track Court and Additional 

District and Session Judges were to serve as the President of the respective 

District Forum in addition to their own duties. 

10. The study reveals that the prevalence of fraud and bogus ration cards is  posing a 

threat for the supply of essential goods through Public Distribution System, which 

is immensely being relied on by consumers in various parts of Mizoram. A 

cooperative changing mindset and loyalty of consumers in this regard proved to be 

vital. 

11. It is the finding of the study that due to the ever-increasing trade with 

neighbouring countries, the national highways, if left unchecked, might pose a 

threat to consumers in Mizoram. A proper check, laws and action are required as 
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products trafficking and illegal markets are becoming a rising concern for the 

people of Mizoram.  

12. The present study observes that although the availability of online market  may 

seem less time consuming and easier to access, the amount of consumer 

complaints regarding the availability of fraud online site, the selling of deceptive 

products and difficulty in getting their grievance resolved is a major issue not only 

in metropolitan cities but also in Mizoram. 

13. The study reveals that the widespread concern for consumer affairs, protection and 

rights given through compliance is now a mandatory concern. The growing use of 

information technology has widened the scope of marketing challenges for 

consumers. 

14. It is the finding of the study that consumers in villages or remote areas of 

Mizoram are helpless as functional redressal mechanisms are next to none. This 

left the consumers with no choice but to suffer in silence instead of fighting for 

their rights. It has also been constantly debated that due to rigidity and status quo, 

the petition made by consumers are rarely heard at the right time. This further 

demarcated the distance between the helpless consumers and the designated 

officials appointed to lessen the hurdles of the consumers. 

15. The study reveals that, if the rights of consumers are not heard, there can be no 

further development. Consumer’s well-being in Mizoram is dependent on the 

availability of institutions that investigate concerns that prevent them from having 

their rights heard without discrimination. 

16. According to the findings of this study, consumer welfare should be the primary 

focus in order to attain socioeconomic prosperity and a considerable degree of 

growth. The study also demonstrates that easy accessibility of consumer redressal 
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facilities, awareness on the part of consumers, roles played by concerned agents 

for consumers have a remarkable impact on the consumer’s wellbeing.  

17. The present study observes that the market environment in Mizoram has expanded 

over the years with the ever-growing outlook towards change and quest for 

demand and supply. The modern man cannot be left off in a vacuum and thus his 

needs and demands increases on par with the world’s market and economy. 

Within the environment of trading and consumption, the need arises for laws that 

will protect and guide consumers in their venture. 

18. According to the study, various problems common in other countries, such as a 

lack of a platform to criticise the government and not knowing where to address 

consumer complaints, persist in Mizoram, leading to consumer frustration. 

As per the data and information collected with the help of the questionnaire circulated among 

the sample respondents, the following aspects have emerged. 

a) The study shows that 68% of the respondents’ mentioned that consumers are 

highly aware of their rights under the Consumer Protection Act, 1986 while 32% 

are not so sure of their rights as consumers. 

b) The study shows  that 68% of the respondents agree with  the statement 

‘Consumer is King’ in the market environment  and  32% do not agree with this 

statement. 

c) It is the finding of the study that 74 persons out of the 100 respondents said that 

they find it mandatory to trust a seller/retailer before a purchase is being made.  

d) It is the finding of the study that 58% of the respondents said that the advice of 

sellers affects their buying decision while the other 42% are not affected by the 

advice given by the seller/retailer in their buying decision. 
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e) The study shows that 100% of the respondents are of the view that consumer 

service centre is duly favoured in the buyer/ sellers’ market. 

f) The study reveals  that the majority that is 39 respondents mentioned that to get 

their  problems resolved they prefer to approach concerned agents for consumers, 

25 respondents find their solution through word of mouth, 19% of the respondents 

find advertisement and promotions through media favourable and last but not least 

17% of the respondents prefer to utilise the web search to solve their problems. 

g) It is the finding of the study that the majority of 95 respondents said that a good 

consumer communication channel is  required while a mere 5 persons failed to 

find it necessary. 

h) Regarding whether consumer feels that there is a need for a proper 

return/exchange policy, it is the finding of the study that a striking 99% of the 

respondents were in favour of it while a mere 1% did not find it necessary. 

i) The study shows that 41 respondents are aware of consumer redressal 

facilities/forum while the other 59 respondents are not aware of the availability of 

such facilities. 

j) It is the finding of the study that a majority of the respondents that is 37 

respondents revealed  they are aware of the work done by consumer  redressal 

facilities in addressing consumer problems in their locality while 63 respondents  

were not aware of the working of such grievance institutions. 

k) The study shows thar 93% of the respondents were not aware of the  facilities  for 

checking the quality of essential the goods received through public distribution 

system. 
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As per the data and information collected with the help of the questionnaire circulated among 

the sample respondents, of the employees of Food Civil Supply and Consumer Affairs, the 

following aspects have emerged. 

l) The study shows that 37 employees of the total 50 employees being asked to 

answer the questionnaire are not completely aware of their department’s citizen 

charter while the remaining 13 employees were well aware of it. 

m) The study also shows that the majority i.e. 37 of the 50 employees are well aware 

of the rights given to consumers under the Consumer Protection Act, 1986 while 

the remaining 13 employees are not sure of the given rights. 

n) The study shows the perception of how the 50 employees find their department’s 

role in assessing the needs of consumers in Mizoram, their response seemed to be 

contradictory as 22 employees were of the view that the department performs a 

major role, 16 employees think that it performs an average role, and a mere 10 

employees thinks that the department performs minor role in assessing the needs 

of consumers in Mizoram. 

o) The study  shows that a mere 8 employees from the 50 staff being asked to answer 

the questionnaire have undergone training for consumer related issues and it is 

worth mentioning that despite of this, majority of the employees have undergone 

training and have taken part in seminars and other awareness workshops which are 

requisite for the post they held. 

p) The study shows that a mere 15 employees off the 50 respondents  have 

undergone guidance from the authority in addressing the needs of  consumers in 

Mizoram 

q) It is the finding of the study that 13 of the 50 employees perceive that COPRA 

Act, 1986 has a poor impact on the department’s functioning while 18 employees 
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feel that it has an average impact however, the remaining 18 employees believed 

that the enactment of COPRA, 1986  immensely affect the working of their 

department. 

r) The study shows that the majority i.e. 41 employees out of the 50 respondents feel 

that consumers in Mizoram are still not aware of their rights.  

 SUGGESTIONS 

Mizoram’s market is comprehensive and dynamic, and is used by people from various 

background. The availability of comprehensive laws and grievance mechanisms to lessen 

consumer hurdles and promote timely redressal is the need of the hour. The process of 

providing pro-active and timely service to consumers can immensely fight back the problems 

faced by consumers in the market. While the present era is undeniably getting more 

consumer-friendly, we cannot deny that the majority of the population of Mizoram lacks 

information and guidance in the market economy. The community being close-knit people 

usually choose to silence their issues rather than getting their problems addressed. The 

consumers need to be given proper guidance and addressed the unethical issues that may 

arise.  

The government of Mizoram needs to improve the infrastructure of the Consumer 

grievance machinery/courts. As it is eminent that cases filed in the Consumer Courts take 

more than the stipulated 90 days to get addressed and resolved. The available Consumer 

Forums and Department are the custodian of Consumers in Mizoram and are to provide 

useful guidelines and play key roles with knowing their responsibilities to create a society 

where consumers could be regarded as king of the market and not a puppet for the sellers. 

The delay in handling consumer grievance by different Forums at the central, state and 

district can pose a great threat for the buyers and may discourage the consumer from raising 
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their concerns. It is therefore important to raise concern about this issue. There should be a 

growing concern for the availability and need of product quality/ testing laboratories and 

weights and measures inspection which should aim at an allocation of test equipment and 

provide strict rules to be followed to reduce the chance of fraud, scams and other defective 

market strategies.  

 Consumer education  and awareness that are easily accessed by the community 

should be regularly organised to inspire consumers to take right decision. Consumers should 

also educate themselves about the products bought on the market and use them in a way it is 

intended. Further, the grievance agencies should be readily and easily approachable by 

consumers. It would be more favourable if such institutions are accessible through an online 

process that could save more time and energy. The key to solving the problems of the 

consumers will be channelized if the right institutions handle their duties without any 

discriminations among the consumers who come from various background. The affairs 

associated with consumers be it the varied roles, laws policies, provisions, legislations, Acts, 

duties, initiatives taken needs to run into the market based economic system. 

 Consumers should be informed about their rights through media that could be easily 

accessed such as television, radio, newspapers, and even include consumer education in the 

curriculum in educational institutions starting from the lowest structure in schools to the 

highest level in universities. When making a purchase the consumer should be conscious in 

checking the quality and potency of the items for purchase and ask for a receipt/cash memo 

of the item purchase as it will help as a source document of transaction made between the 

seller and buyer. The consumer must look for quality marks such as AGMARK, ISI, and 

should be even conscious of the MRP to avoid fraud market price and defective weighing 

scales. The majority of modern era consumers in Mizoram are found to be utilizing online 

banking, shopping and other facilities which are introduced by the ever-growing information 
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technology. The consumers in this regard need to be aware and educated in this realm. 

Having protection in the form of rights is not enough and it is the duty and rights of every 

consumer and seller to keep in mind the importance of this act. If done so, this act will be 

successful in protecting consumers rights.   

Consumers in metropolitan regions have better access to some benefits, such as the 

availability of a forum in close proximity, but consumers in rural areas may be unaware of 

the existence of such grievance organisations. The District Commission located in the capital 

city of Mizoram, Aizawl for instance, is more sought after and has a substantial number of 

cases when compared to remote places where consumer-related organisations are frequently 

unfamiliar to the inhabitants.  

The level of exposure to awareness in urban areas may also give higher privilege to 

the consumer as it gives the alertness to act promptly when the buyers might be manipulated 

by sellers. There is a popular belief that if the consumer neglected his rights, the probability 

of suffering from that negligence is high. There will be a point in time where the buyer might 

be exploited for his ignorance therefore, it is the duty of the consumer to be aware of  his 

right and it is also the challenge of Consumer-related institutions to be well aware of the 

legitimate rights given under Consumer Protection Act,1986.  

Consumer platform would be elevated only if proper guidelines and protection in the 

form of acts and legitimised roles are being played by related agents and institutions. Since, 

malice such as utilizing bogus ration card, black money and smuggling of trafficked goods 

seems to be common in the boundaries of Mizoram,  the government and the consumers 

themselves must refrain and act out against such hostility. The initiatives taken by the 

government and consumer-related agencies to curb consumer hurdles and other popular 

issues should not be in just written form however should be implemented to promote 
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efficiency and to attain an optimum result. The key to solving the problems of the consumers 

will be channelized if the right institutions handled their duties without any discriminations 

towards the consumers who come from various background.  

To sum up, the Consumer Protection Act, 1986 has been amended a few times during 

three decades of its implementation. In 2019, the Parliament of India has passed the 

Consumer Protection Act on 6th August. This new Act tries to regulate all the activities, 

stakeholders and agencies associated with consumer welfare and protection in India. It 

emphasises on consumer rights, trade practices and advertisements which should be aimed at 

the benefit of consumers. This is the subject matter of further study and research after the 

provisions of the said act are implemented. 
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