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Introduction

In India, the Government has enacted a number of
legislations over a period of time to protect the consumers
from all sorts of exploitation. The Government enacted
a comprehensive Consumer Protection Act, 1986 for
the protection of consumers. The Act aims at providing
simple, speedy and inexpensive redressal to the aggrieved
consumers by way of setting up Consumer Disputes
Redressal Agencies (CDRASs) at District, State and National
level with the supervisory bodies known as Consumer
Protection Councils at the State and National level. The
Consumer Protection Act was amended first in 1993 and
then in 2002 to provide more teeth to it. In the State of
Punjab, all the 17 districts have a separate District Forum
apart from State Commission.

A consumer is one who buys any goods or hires services
by paying its price, either for his own and his family’s
consumption or for his livelihood. Therefore, everybody
is a consumer in one way or the other. Philosophers and
thinkers have regarded consumer as the basis of every
business. None of the business activities can move in the
market without the presence of consumers. However, it
is still 2 common practice that businessmen exploit the
consumers for quality, quantity, weight, price and other
related factors in the daily business transactions.

Section 2 (1)(d) of the Consumer Protection Act, 1986
defines ‘consumer’ as a person who:

(i) buys any goods for a consideration which has been paid
or promised or partly paid and partly promised, or under
any system of deferred payment and includes any user of
such goods other than the person who buys such goods
for consideration paid or promised or partly paid or partly
promised, or under any system of deferred payment, when
such use is made with the approval of such person, but does
not include a person who obtains such goods for resale or
for any commercial purpose; or

(i) hires or avails of any services for a consideration
which has been paid or promised or partly paid and partly
promised, or under any system of deferred payment and
includes any beneficiary of such services other than the
person who hires or avails of the services for consideration
paid or promised, or partly paid and partly promised, or
under any system of deferred payment, when such services
are availed of with the approval of the first mentioned
person but does not include a person who avails of such
services for any commercial purpose.

The term ‘consumer’ used in the study means an individual

who is the ultimate user of goods or services and his purpose
in purchasing/ hiring is not resale but consumption.

Complainant

A complainant is one who complains or files a suit as a
plaintiff. A complaint is an expression of grief and
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dissatisfaction. In this sense, complainant is a person who

raises a consumer complaint before CDRAs or VCOs for

getting cedressed. According to Section 2(c) of the Indian

Consumer Protection Act, 1986 a ‘complaint’ means any

allegation in writing made by a complainant that —

i) asa result of any unfair trade practice adopted by any
trader or service provider, the complainant has suffered
4 loss or damage;

ij) the goods mentioned in the complaint suffer from one
or more defects;

iii) the services mentioned in the complaint suffer from
deficiency in any respect;

iv) the trader has charged for the goods mentioned in the
complaint a price in excess of the price fixed by or
under any law for the time being in force; or displayed
on the goods or any package containing such goods; or
the price list; or the price agreed between the parties.

v) where any goods hazardous to life are being offered for
sale, in contravention of any standards relating to safety
of such goods, or if the trader could have known with
due diligence that the goods so offered were unsafe to
the public; and

vi) where any services hazardous to life are being provided
by the service-provider which such person could have
known that the services could be injutious to life and

safety.

The last clause mentioned above has been inserted by the
2002 amendment.

Consumer Association

A voluntary consumer association enjoys a statutory status
for filing a complaint before a consumer court. For this
purpose, the association must have been registered under
the Companies Act, 1956; or any other enactment providing
for the registration of non-profit organisation namely, the
Societies Registration Act, 1860; the Indian Trusts Act,
1908; or any State Co-operative Societies Act. A registered
consumer association can take up a case of any consumer
even if he is not a member of the association.

Class Action

As per amendment made in the Consumer Protection Act
in 1993, under the class action, any one Of MOfe CONSUMETS
can file a2 complaint on behalf of numerous consumers
having the same interest. This provision is intended to
provide relicf to users of municipal services, transport
and other services of mass usage and other cases involving
numerous consumers having common grievance.
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Legal Heir

The 2002 amendment to Copra has further enlarged the
scope of complainant. Now, in the event of the death of a
consumer, his legal heir or representative is empowered to
file a complaint and to pursue the matter on behalf of the
deceased consumer and to get a compensation for the loss
or the injury caused to the consumer.

Objective of the Study

The main objective of this exercise is to study the
perceptions of complainants with respect to various
Consumer Redressal Agencies (both CDRAs established
under law and VCOs) in Punjab.

Methodology

For the purpose of study, 150 complainants have been
selected from Punjab on the basis of multi-stage stratified

random sampling,

At the first stage, all the districts of Punjab were divided
into three categories according to literacy, that is, Districts
with high literacy, Districts with medium literacy and
Districts with low literacy. On the above basis, five
districts Hoshiarpur, Ropar, Jalandhar, Nawanshahr and
Ludhiana were found falling in the category of high
literacy; Gurdaspur, Fatehgarh Sahib, Kapurthala, Patiala,
Amiitsar and Moga in the category of medium literacy and
the remaining districts viz. Faridkot, Bathinda, Ferozepur,
Sangrur, Muktsar, Mansa in the category of low literacy.

In the second stage, all these districts in each category
were ranked on the basis of number of cases filed in the
respective Consumer Forum. From each of these three
categories, one district out of the top two was selected
on random basis for the purpose of study. In this way
Ludhiana (District with high literacy), Patiala (District with
medium literacy) and Sangrur (District with low literacy)
were selected for the final list.

Collection of Data

From these three districts, 50 complainants per district were
selected at random. The complainants consisted of those
whose cases had already been decided by the respective

Forum.

For the purposeof collectionof primarydata ;aquestionnaire
was prepared for complainants who approached the
Consumer Forum and filed their complaints.
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The complainants were individually approached at their
addresses to obtain the required data. The analysis of the
primarydata has been carried out by using simple frequencies,
percentages, ranking / rating etc. For the analysis of data
collected from 150 complainants, there appeared a host of
variables which could affect their choices, but the study has
concentrated on four variables, viz. gender, area, education

and occupation.

The responses of the complainants have been presented in
the tables both in numbers and percentages.

Statistical Tools Used for Analysis

The average weighted scores have been calculated at
suitable places where the respondents were asked to rank
the different attributes relating to functioning of redressal
agencies according to their level of satisfaction. The
formulation used for working out average weighted score

of an attribute is given below:
__1
W=srs 2 wiw

Where W is the weight assigned to an attribute and fw
is number of respondents who attached weight to an

attribute.

Non-parametric Chi-Square testhas been used for describing
the magnitude of the discrepancy between theory and
observation. Chi-square can be calculated as below:

o ZOE
E

Where %? =Chi-square value;

O = Observed frequencies;

E = Expected frequencies;

E is given by RT X CT

N

Where RT = the row total for the row containing the cell ;
CT = the column total for the column containing the cell;
and N = total number of observations.

Findings of the Study

The study has been divided into two sections. Section-A gives
a brief account of the profile of the sample complainants
selected for the study. Section-B is devoted to assess the
pcrccPtion of the complainants regarding the working/
functioning of redressal agencies in Punijab.
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A. Profile of the Complainants
The profile of the sample complainants includes gender,

age, education and arca.

Gender Composition
Table 1.1 shows that out of the 150 complainants selected

for the study, 88 per cent (132) were male and 12 per
cent (18) were female. The same has also been presented

diagrammatically in Figure 1.1

R el €1y R aR{Te T aetanii (s % lfg-KM
e e s LE LSensmneL s S

Category Number Percentage

Male 132 88.00

Female 18 12.00

Total 150 100.00

Fig. 1.1: Gender-Wise Distribution of Complainants

Male 12%

Female 88%

Place / Area of Residence
Table 1.2 shows the area of residence of sample

complainants.

T Inrde i AN DTN iE e lr-;ﬂnii'ﬂ?whi;
Category Number Percentage
Rural 47 31.33
Urban 98 65.34
Semi-Urban ] 333
Total 150 100.00

Fig. 1.2: Area-Wise Distribution of Complainants

Rural 31.33%

Semi-urban
3.33%

Urban 65.34%
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It is clear from the table that majority of respondents 65.34
per cent were residing in urban area, whereas 31.33 per cent
(47) wete residing in rural area. Only 3.33 per cent (5) were
residing in semi-urban area. Diagrammatical representation
shown in Figure 1.2 further clarifies the point.

Education
The educational qualifications have been classified into

four categories, viz. llliterates (E-1), Matriculates (E-2),
Graduates (E-3) and Post-Graduates (E-4).

Dl P dUCaAt O SCRO STI DT Lo naO 1 Cﬁmuig'mt-&mk
Category Number Percentage

E-1 14 9:33

E-2 51 34.00

E-3 59 39.34

E-4 26 17.33

Total 150 100.00

Table 1.3 and Fig. 1.3 show education-wise distribution of
the sample complainants. The results of the table show
that out of 150 complainants selected for the study, 39.34
per cent of the complainants belonged to category E-3
(Graduates), while 34.00 per cent belonged to category E-2
(Matriculates) and 17.33 per cent (26) belonged to category
E-3 (Post-Graduate) . On the other hand, only 9.33 per
cent (14) belonged to category E-1 (Illiterates).

Fig. 1.3: Education-Wise Distribution of Complainants

Illitrates (E - 1),
9.33%

Postgraduates (E - 4),
17.33%

Matriculate

Graduates (E - 3), (E - 2), 34%

39.34%

Occupation

Occupation-wise distribution of the complainants has been
tabulated in Table 1.4. For this purpose, six categoties of
occupations have been considered, viz. Servicemen (O-1),
Businessmen (O-2), Retired (O-3), Professionals (O-4),
Agriculturists (O-5) and others (O-6). The last category
includes students, research scholars, housewives etc.

It is clear from Table 1.4 that 28 per cent (42) respondents

"";tan::»___rﬂoﬁﬂ%ﬁr_n_)-‘_x P s
Category Number Percentage

0-1 34 22.67

0-2 42 28,00

0-3 15 10.00

0-4 19 12.67

0-5 32 21.33

O-6 8 533

Total 150 100.00

were from O-2 category (businessmen), 22.67 per cent (34
from O-1 category (servicemen), 21.33 per cent (32) from
O-5 category (agriculturists), 12.67 per cent (19) from O-4
category (professionals) and the temaining 10.00 per cent
(15) from O-3 category (retired). It has also been presented
in Figure 1.4

Fig. 1.4: Occupation-Wise Distribution of Complainants

Agriculturists Servicemen
(0-5), 21.33%

(0-1), 22.67%

Others (})-6), 5.33%

Professionals
(0- 4), 12.67%

Retired (O-3), 10% Businessmen (0-2), 28%

B. Perception of Complainants with regard to
Functioning of Various Disputes Redressal
Agencies

The analysis of the responses of complainants revealed as

under:

1. Majority of the respondents, that is, 56 per cent
approached Consumer Fora for getting adequate relief.
Gender-wise, education-wise and occupation-wise
analysis of the respondents depicted that no significant
differences existed among the respondents belonging
to different categoties as far as the reasons for filing the
case in Consumer Forum were concerned. However,
area-wise analysis showed that significant differences
existed at one per cent level of significance among
different area-wise categories with regard to the reasons
for filing the case.

2. Majority of the respondents came to know about the

Consumer Forum through friends. This was followed
by information from advocates and newspapers.
Majority of the respondents from rural area came to
know about the Forum from friends and advocates.
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3. Whenenquired about the knowl

TN

All the male and female respondents from urban

area were guided by their friends. On the other hj:llli,
the respondents from semi-urban area were €q njz
influenced by newspapers, friends and electro

media. Education-wise analysis showed that all the
respondents came to know about the consumer forum
through their friends except postgraduates ‘who got
such information from newspapers. Occupation-wise,
analysis provided that businessmen, .rctircd persons
and agriculturists got such information fr-om their
friends, whereas newspapers became the main source

of informaton for servicemen. ‘
edge about the existence

of VCOs, it was observed that only 15.33 per cent of
respondents were having the knowledge and tl.'lcy also
approached them for necessary assistance. Chi-square
value at 5 per cent level of significance showed that
no significant differences existed among different
categories of respondents based upon gender, area,
education and occupation with respect to knowledge

about VCOs.

4. The VCOs served the maximum proportion of

complainants by mediating between the parties to the
cases. They also provided the necessary guidance for
filing the case in Consumer Forum. Further, majority
of respondents from rural, illiterates and retired
categories were helped by VCOs by providing them
legal assistance to file the case in Consumer Forum,
while most of the cases of post-graduates were filed by
VCOs on their behalf.

5. Itis observed from the analysis of respondents that all
the VCOs which filed the cases in Consumer Forum
on behalf of the consumers have charged some sort of

‘| ! fees from the consumers.
i 6. As far as satisfaction level of complainants about the

services provided by VCOs is concerned, majority of
the respondents in all other categories except those from
female, rural, illiterates and professionals categories
were satisfied. While female, illiterate and professional
respondents were dissatisfied with their services, rural
respondents could not express any opinion in this
regard.

' 7. Maximum proportion of respondents from all the

categories have engaged the services of advocates in
filing their cases in Consumer Forum. Gender-wise,
area-wise, education-wise and occupation-wise analysis
of responses showed that significant differences
existed at 5 per cent level of significance among the
respondents belonging to different categories as far as
engagementof theservices of advocates was concerned,
Ignorance of the legal procedure and shortage of time
to pursue the case were found to be the main reasons

B v o

10.

11.

12.

13.

for engaging the services of advo'catcs by respondenyg
in all categories except professionals who engageq
advocates for the reason that the opposite Party availeg
the services. A good percentage of respondengs in
all the categories under gender, area, education and
occupation were of the opinion that fees charged by
the advocates were moderate.
Regarding the number of adiourn@ents allowed to the
opposite party, maximum proportion of respondens
claimed to have one or two adjournments. However, iy
few cases, three or more than three adjournments were
also allowed to the opposite parties.
Majority of the respondents in all categories except
those from the semi-urban area, postgraduate,
businessmen and professionals who had to visit the
Consumet Fora three to four times in connection with
their case. A good number of respondents from the
categories under postgraduates, semi-urban, retired
and professionals visited the Forum seven times or
even more, while businessmen visited the forum only
once or twice. The analysis of respondents shows that
significant differences existed at 5 per cent level of
significance among different categories of occupations
in relaion to number of consumers visited the
consumer forum.
Highest proportion of complainants from all the
categories claimed that the total expenses involved in
the case were moderate.
When asked about the problems faced in the execution
of orders, majority of the complainants from all
categories except businessmen and professionals
attributed limited powers of the Consumer Forumas the
main reason. However, businessmen and professionals
explained that delay in serving the summons and want
of stationery items were the main reasons.
It was found that most of the cases from the categories
under gender, area, education and occupation except
thoseunder the categories of semi-urban, pomgraduatcs,
professionals and retired were finally settled within 2
period of 6 to 12 months. In case of respondents from
the categories under postgraduates, semi-urban and
retired, it took a period of 3 to 6 months, while in the
case of professionals, the time taken was one to W0
years, Education-wise analysis of responses revealed
significant differences at 5 per cent level of significanc®
among different categories of education as far as total
time involved in the cases was concerned.
When asked about the opinion regarding th
time involved in the case before final settlement, all
the respondents from different categories stated 1t 10
be moderate except female respondents who felt 1t
be high.
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14. Majority of the respondents from gender and education
categories were satisfied with the functioning of
Consumer Forum. Area-wise analysis reflected that the
respondents from urban area were satisfied, whereas
those from semi-urban were dissatisfied. However, rural
respondents were moderately satisfied. Occupation-
wise, agriculturists were moderately satisfied, whereas
the respondents from other occupational categories
were satisfied.
15. The maximum number of respondents were satisfied
with the relief provided by Consumer Forum
irrespective of their categories except those under the

semi-urban and postgraduates categories who were
either dissatisfied or highly dissatisfied.
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