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OUR COUNTRY

India at a Glance

O ur country was home to one of the oldest civilizations in the world. 
Today we are one of the largest of countries in Asia and surrounded 

as we are by mountains and sea, we have a distinct geographical entity. 
India possesses a kaleidoscopic variety of landscapes, a vibrant diversity 
of people and a rich cultural heritage.

Do you know that we are one of the top industrialized countries in the 
world and one of the few nations to have gone into outer space? 

Kalpana Chawla and 

Rakesh Sharma 

were the first Indian woman 

and man to go into space

O
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Important Facts

Area – 3.3 million sq.km

Population – 1,166,079,217 (2009 estimate)

Coastline – 7,516.6 km

Climate – tropical monsoon mainly

Growth Rate – 1.548 (2009 estimate)

Birth Rate – 22.22/1000 population (2009 estimate)

Death Rate – 6.4/1000 population (2009 estimate)

Life expectancy – 63.5 years (Sept.2010 Annual Report of the
Ministry of Health and Family Welfare)

Telephone Code – +91

Snippets

India is a Sovereign Socialist Democratic Republic with a 
Parliamentary system of Government.

There are 28 States and 7 Union Territories.

India gained Independence on 15th August 1947 and became 
a Republic on 26th January 1950.

The Constitution of India is the fountain source of the legal 
system in the Country.

There are 22 recognised National Languages, of which Hindi 

Language. Besides these, there are 844 different dialects that 
are practiced in various parts of the Country.
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Executive

President

Prime Minister

Ministers

Legislative
(Parliament)

Rajya Sabha

Lok Sabha

Judiciary

Supreme Court

High Courts

District Courts

The Indian Government

How are laws made?

O ur Parliament is representative of the democratic set up of the 

country. It runs on the principles set by the Indian Constitution, 

which came into force on 26th January,1950. The two Houses of 

Parliament, the Rajya Sabha and the Lok Sabha, are endowed with certain 

responsibilities and duties. Passing of bills and making of laws is the 

primary duty of both the Houses. A Bill is the draft of a Legislative Proposal, 

which, when passed, becomes an Act of Parliament (Law). Before it can be 

processed through either of the 

two Houses, however, it must be 

formally read. Afterwards, both 

Houses must agree with a two 

thirds majority vote on the Bill for 

it to pass. Once it passes the 

house, the President may sign 

or veto it. If it gets signed, it 

becomes the Law.
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The place you live in

States/UTs Capitals
Pop.

(in mil)
2001 Census

Area
GDP

(in mil)

A&N Islands (UT) Port Blair .356 8,249 15,620

Andhra Pradesh Hyderabad 76.21 275,045 2,691,730

Arunachal Pradesh Itanagar 1.09 83,743 22,620

Assam Dispur 26.65 78,438 575,970

Bihar Patna 82.99 94,163 796,820

Chandigarh (UT) Chandigarh .90 114 98,720

Chattisgarh Raipur 20.83 135,191 519,210

D&N Haveli (UT) Silvassa .22 491 7,001

Daman&Diu (UT) Daman .158 112 5,028

Delhi (UT) Delhi 13.85 1,483 1,053,850

Goa Panaji 1.34 3,702 124,000

Gujarat Gandhinagar 50.67 196,024 2,166,510

Haryana Chandigarh 21.14 44,212 1,006,760

Himachal Pradesh Shimla 6.07 55,673 254,350

Jammu and Kashmir Srinagar 10.14 222,236 242,650

Jharkhand Ranchi 26.94 79,714 629,500

Karnataka Bangalore 52.85 191,791 1,750,930

Kerala Thiruv’puram 31.84 38,863 1,327,390

Lakshadweep (UT) Kavaratti .06 32 1,909

Madhya Pradesh Bhopal 60.34 308,245 1,185,860

Maharashtra Mumbai 96.87 307,713 4,324,130

Manipur Imphal 2.16 22,327 64,380

Meghalaya Shillong 2.31 22,429 70,520

Mizoram Aizwal .88 21,081 29,850

Nagaland Kohima 1.99 16,579 53,460

Orissa Bhubaneshwar 36.80 155,707 714,280

Pondicherry (UT) Pondicherry .97 479 64,570

Punjab Chandigarh 24.35 50,362 1,047,050

Rajasthan Jaipur 56.50 342,239 1,241,990

Sikkim Gangtok .54 7,096 20,400

Tamil Nadu Chennai 62.40 130,058 2,462,660

Tripura Agartala 3.199 10,486 66,010

Uttarakand Dehradun 8.48 53,483 257,760

Uttar Pradesh Lucknow 166.19 240,928 2,737,850

West Bengal Kolkata 80.17 88,752 2,360,440
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YOU, THE CONSUMER

Who is a consumer ?

A for consideration.

etc.) or durable consumer goods (like television, refrigerator, toaster, mixer, 

bicycle, etc.). Services that are paid for may include electricity, telephone, 

transport, theatre / cinema, postal / courier, etc.

is also a ‘consumer’. For example, Sandeep 

sent an important medicine by courier to 

his sister, Sunitha, who was ill. The courier 

reached late by 4 days due to which Sunitha’s 

health condition worsened. She had to be 

taken to a city hospital for treatment and 

incurred heavy expenses. Later, being the 

courier company. 

A person who purchases goods for 

resale or for any commercial purpose 

of ‘consumer’. However, when a self-

employed person’s livelihood depends 

on his business, then he is considered 

a ‘consumer’.
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What are your rights & 
responsibilities as a consumer?
Consumer Rights – The right of a consumer 
under Consumer Protection Laws that are designed 
to ensure fair competition and the availability of 
truthful information in the market place.

Why consumers should be protected

C onsumers make innumerable choices everyday encompassing a 
wide variety of products and services. Consciously or not, these 

choices affect the quality and calibre of their lives. This places a huge 
burden on the consumer to make the right choices with very limited 
knowledge or information. 

Today, India has a large buyers market and consumers have the liberty of 
an enormous variety of choices with regard 
to the products or services they want. But 
along with this freedom of choice comes the 
caveat of an increasing number of ways to 
be exploited or even cheated. The constant 
sales pressure from manufacturers and 
service providers, through innovative means 
like catchy advertisements, attractive prizes, 
discounts, etc.,  lure gullible consumers 
into buying products and services without 
accurate information.

Rapid changes in the market forces have increased the intricacy and 

disadvantage of consumers. Implicit trust and complete faith that is reposed 
by consumers in the ability of the market and market forces to product 
them have been found time and again to misplaced. In such circumstances, 
it is essential for consumers to be protected and for them to develop the 
necessary skills to make informed choices.

While several inroads have been made regarding the comprehension of 
consumer rights, the negative aspects of today’s consumerism are primarily 
the promotion of unsustainable consumption patterns and the complete 
faith that is reposed by consumers in the ability of market forces to protect 
them.

Do you know?

The Consumer Protection Act in India was enacted in 1986.
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I protection movement were the consumer activist Ralph Nader and  
the US President John F Kennedy. In a historic speech in 1962, Kennedy 

today. Ralph Nader was one of the earliest consumer activist to challenge 
big business and industry. Several young people were inspired by him 
and the Public Citizen, an organisation started by him in 1971 is even 
today one of the largest organisations in Consumer Protection. Kennedy’s 
Bill of Rights included the right to safety, information, choice among a 
variety of products and services at competitive prices, and a fair hearing 
by governments in the formulation of consumer policy.

Later, four more consumer rights were added: Rights to Redress, to 
Consumer Education, to Satisfaction of Basic Needs and to Concern for 
the Environment.

We shall discuss here the eight consumer rights.

Right to Safety

The right to be protected against products, production processes and 
services, which are hazardous to health, life or property. 

Ranjith’s father had some irritation in his eyes. He asked Ranjith to get a 
particular eye-drop from the pharmacy next door after consulting a doctor. 
The pharmacist said that he did not have that particular eye-drop and gave 
Ranjith another eye-drop. When Ranjith objected to this, the pharmacist told 
Ranjith that this other eye-drop was completely safe and would give relief 
to the patient. However, when Ranjith’s father applied the medicine, he felt 
a burning sensation in his eyes. He could not bear the pain and had to be 
rushed to the hospital. The doctor was upset as the patient’s eyes were in 
bad shape. The eye drops were sent for testing and it was found that the eye 
drops contained a dangerous chemical, which could have caused complete loss 
of vision, and should not have been supplied by the medical shop without a 
doctor’s Prescription. Ranjith’s father filed a complaint in the Consumer Forum 
seeking compensation for deficiency in services.

Right to be Informed

Which means the right to be given the facts needed to make an informed 
choice or decision, such as quality, quantity, potency, purity, standard 
and prices of a product or service. The right to be informed now goes 
beyond avoiding mere deception and is a protection against misleading 
advertisements, labeling or other such mal-practices.
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Rajesh was a sixth standard boy who loved cricket. One day he saw an 
advertisement, which showed his cricket idol, Vikram Davidakar on television 
saying “ I drink Horplan thrice a day. You should too, if you want to be like 
me. “ Rajesh immediately ran to his mother and asked her to buy Horplan. 
He believed that he would become like his idol, if he drank Horplan thrice a 
day. His mother told him to focus on his game and not get misled by these 
irresponsible advertisements.

Right to Choose

The right to have access to a variety of products and services at competitive 
prices and the assurance of satisfactory quality and service at a fair 
price.

Right to be Heard

The right to be represented so that consumers’ interest receive full and 
sympathetic consideration in the formulation and execution of relevant 
policies of the Government.

Right to Redressal 

The right to receive a fair settlement of just claims, including compensation 
for substandard goods or unsatisfactory services. 

Sukesh purchased a packet of sweets, weighing 500gms as a surprise gift for his 
sister. His mother saw the contents and felt that it was less in quantity and got 
it weighed at a neighboring shop. The packet weighed only 400 gms. Sukesh 
took it back to the shopkeeper and asked for a replacement. The shopkeeper 
refused to replace the packet and asked him to contact the manufacturer. 
Sukesh’s mother wrote to the manufacturer who refused to acknowledge her 
letter. She then contacted a consumer group who assisted her in filing a 
complaint before the Consumer Court. After investigation, the manufacturer 
was asked to pay Sukesh a compensation of Rs- 2000/- for selling product 
that weighed less than it was supposed to.

Right to Consumer Education

The right to acquire the knowledge and skills to make 
informed choices about goods and services while being 
aware of basic consumer rights and responsibilities. 
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Sanchana and her brother had just got their pocket money. They bought a 
scrabble set with it and on reaching home, decided to play right away. However, 
when they opened the game, they found the coins (letters) missing. Both were 
upset and Sanchana went back to the shop and demanded a replacement. The 
shopkeeper told her that he could not do anything about this and anyway, the 
shop had a sign displayed prominently that said “Goods once sold will not 
be exchanged or replaced”. Sanchana argued that her teacher at school had 
told her that it was unfair trade practice and therefore illegal for a shop to 
state that it would not exchange or replace any goods. The shop owner first 
refused to replace the game. However, when he heard what Sanchana had to 
say about the statement displayed, he immediately replaced the game.

Right to a Healthy Environment

The right to live an environment that will enhance the quality 
of life and is safe to the well being of the present and future 
generations.

Right to Satisfaction of Basic Needs

The right to have access to basic essential goods and 
services including adequate food, clothing, shelter, health care, education 
and sanitation.

Do you know?
World Consumer Rights Day is celebrated on the15th of March every year 
and the National Consumer Rights Day on the 24th of December.

Consumer Responsibilities

Every right has a corresponding responsibility. While rights are legally 
mandated, responsibilities should be voluntarily adopted and followed by 
concern citizens.

Have you heard this tale?

A man was walking on the beach when he noticed a small girl on the beach 
who was picking up the starfish that were stranded on 
the beach. She was picking them up one by one and 
putting them back in to the sea. The man was very 
surprised and asked her why she was doing this. The 
little girl said she was helping them to survive. The 
man remarked that it would not make a difference as 
there were so many starfish stranded on the beach.
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The little girl looked up at the tall man and smiled. She told him very gently 
that it would make a big difference to each of the starfish that she had put 
back in to the sea.

Yes, every little effort made is worth it. 

You have a duty to …

Be Critically Aware

The responsibility to be more alert and to question more – about prices, 
about quantity and quality of goods bought and services used - “Caveat 
Emptor”.

Be Involved
The responsibility to be assertive – to ensure that you get a fair deal as a 
consumer. Remember, if you are passive, you are likely to be exploited. 

Be Organised
The responsibility to join hands and raise voices as 

consumer interest.

Practice Sustainable Consumption
The responsibility to be aware of the impact of 
your consumption on other citizens, especially the 
disadvantaged or powerless groups; and to consume 
based on needs – not wants.

Be Responsible to the Environment
The responsibility to be aware and to understand the environmental 
consequences of our consumption. We should recognize our individual 
and social responsibility to conserve natural resources and protect the 
earth for future generations.

There has been far too much emphasis on rights and far too little on 
obligations. If obligations were undertaken rights would naturally flow from 
them.

 - Jawahar Lal Nehru
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What are Unfair Trade Practices (UTP)?

C ompetition in the market place, coupled 

made many traders adopt unfair practices to the 
detriment of consumers. To ascertain violation of 
consumer rights one must know the unfair trade 
practices followed by traders and businessmen to 

promote their sale. Some of these practices include:

False Representation

When goods and services are not of stated standard 
and quality

When second hand goods are sold as new

When goods or services do not have the claimed 

When the seller does not have the required approval 

When products are guaranteed without proper test

When the product price or the service gain is misleading

When the goods, services or trade of another person are disparaged 
by false information.

Examples

offered for possession found to be in dilapidated 
condition – mislead and misrepresented.

2. Disconnection of mobile phone even before the 

constituting UTP.

3. Financial Institutions offering exorbitant rates of Interest 
on FD’s – misleading.

Bargain Selling when there is no bargain

A trader -

announcing an attractive “bumper sale” without indicating the quality 
of goods offered and when the sale is found to contain damaged 
and soiled items.

promising discounts when such discounts are not available.
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Offering gifts, prizes, etc. to lure customers with no intention 
of providing them

Eg. Marketing of fans by announcing a scheme of prizes in the form of CD 
Players, TVs, etc. when the cost of the prizes are fully or partly covered 
by the increase in the price of the fans. 

Conducting of any contest, lottery, etc. as a promotional 
gimmick

Eg: Promoting sales by offering prizes to purchasers by means of draw of 
lots with a view to allure prospective buyers.

Selling goods which do not fall within the safety standards 
set up by competent authority 

Hoarding or destroying goods with the intention of raising the 
cost of these or similar goods

manufactured in greater number so as to manipulate higher prices and 

Manufacturing or offering spurious goods or adopting 
deceptive practices in the provision of services

Eg: Selling of gold plated jewels as gold or promising to give a completed 
four storey building in three months, when construction is yet to begin.

Do you know?

Disclaimers such as – “Goods once sold will not be taken back” , “No 
exchange”, “No refund under any circumstances” printed on bills are misleading 
and do not carry any legal weight.
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How to be A Smart Consumer

T he market place offers a bewildering variety of 
choices and there is no single right answer. 

When you go shopping it is helpful to recognise that 
the retailer has a head start on you. He/she knows how 

is included in the asking price and the minimum price 
that they are willing to sell the product for. You walk into 
the shop and all you know is the asking price. You are 

choice, you should-

Be Informed

Be Economical

Evaluate your needs

Assess personal and environmental safety.

It is also important to realise that any choice you make will be predetermined 
to a certain extent by the following factors:

Peer pressure

Advertisement and media

However, if you are aware of this, then you will be able to concentrate on 
more positive factors when making a choice.

Before you buy

Decide in advance exactly what you want and what you can 
afford.

Don’t buy on impulse or under pressure. Do your research

Analyse what you need and what product or service features are 
important to you

Review product test results and other information from consumer 
experts.

Get advice and price quotes from several sellers. Compare stores - 
this way you can get a feel of the market and calmly decide on how 
much you want to pay.
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Check for any extra charges, such as delivery fees, installation and 
service costs.

Read and understand any contract or legal document you are asked 
to sign. Make sure there are no blank spaces. Insist that any extras 
you are promised orally be put in writing.

Ask the sales persons to explain the store’s return or exchange 
policy.

Resist sales pressure. If you have done your research properly, you 

Take your time when shopping. You can always go home and think 

After You Buy

What you do after you buy can be as important as what you do before you 
buy. These steps will help you avoid as well as deal with any problems 
that might pop up. 

Save all papers that you get with your purchase. Keep all contracts, 
sales receipts, manuals and warranty documents. 

Ensure that the Warranty card is stamped with the seal of the Service 
provider, date of purchase, term of warranty period. Any card without 
these details render the warranty null and void.

Read and follow product and service instructions. The way you use 
or take care of a product might affect your warranty rights. 

Consumer Tips

A savvy consumer is always on the alert for con artists and other shady efforts 
to separate you from your money. To protect your money and avoid being a 
victim of fraud, keep these things in mind:

1. A deal that sounds too good to be true usually is! Offers that often fall 
into this category are promises to fix your credit problems, business/job 
opportunities, risk free investments, and free travel.

2. Think twice before sharing personal information. Protect your privacy and 
avoid unauthorized use of your personal information.
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In case of a problem … 

I f you happen to encounter a problem on purchase of a 

product or service, this is what you should do:

Find out who is responsible for the problem

Collect the name and address of the dealer/seller and the 

manufacturer

Document your complaint – write letters of complaint 

to the shop manager / Dealer / Manufacturer / Service 

Provider clearly stating

  The nature of your problem

  Evidence of having purchased goods or services to be provided

  The relief claimed – repair / replacement / refund / compensation

  A deadline for replying

Send the letter by registered post with acknowledgement due

Always insist on a written reply from the opposite party

Where applicable, after expiry of deadline you must notify the 

concerned authorities / government department

Immediately initiate action to protect your rights. You could contact 

a local consumer group for help in doing this, if necessary

If you have taken legal action, publicise the result, so that others 

gain awareness from your experience.

Problems can often be voiced 
and even solved, over the 
telephone but this will leave no 
record of your complaint 
especially if the trader / 
service provider denies that the 
matter was brought to his / her 
notice. If you do make telephone 
complaints, please do keep a record 
of the time, date, name of person you 
spoke to and the outcome.



20

A few voluntary consumer organizations in our country

Citizen consumer and civic Action 
Group (CAG), Chennai

contact@cag.org.in

Consumer Education and Research 
Centre (CERC), Ahmedabad

cerc@cercindia.org

Consumer Unity and Trust Society 
(CUTS), Jaipur

cuts@cuts.org

Voluntary Organization in Interest of 
Consumer Education (VOICE), New 
Delhi

legal@consumer-voice.org

Mumbai Grahak Panchayat, Mumbai mgpanchayat@hotmail.com

Consumer Guidance Society of India, 
Mumbai

cgsibom@mtnl.net.in

Consumer Coordination Council, 
Noida

cccdel@del3.vsnl.net.in

Consumers Association of India, 
Chennai

Federation of Consumer Association, 
West Bengal

fcawb@cal2.vsnl.net.in

Consumer Guidance Society, 
Vijayawada

divakarbabuc@gmail.com

Palakkad District Consumers 
Association, Kerala

surendranpdca@rediffmail.com

Citizens Awareness Group, 
Chandigarh

contact@cagchandigarh.org

Ask Yourself!

Have you faced any problems as a consumer?

Have you ever complained when you have had such a problem?

Do you know that you could seek the assistance of a consumer 

group to protect your interests?
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The products you buy

W hile sellers have all the information, employ high-pressure 
advertising techniques and use various gimmicks to attract 

consumers, most consumers lack knowledge, fall prey to hard sell and 
by hastily.

Buying wisely requires intelligence, cautious effort and energy. To know 
about the products you want to buy it is always better to go by comparative 
testing.

Comparative Testing 

What is comparative testing?

It means subjecting of different products offered for the same purpose, the 
results of which tests provide consumers with unbiased information on the 
characteristics of these products.

There are certain voluntary consumer organisations that are involved in 
comparative testing. They are-

www.consumer-voice.org

www.cercindia.org

What is the need for comparative test?

It helps you know the prices of different brands of the same 
product

It compares the features, safety, hidden costs, long term maintenance, 
after sales service and other various qualities of different brands

It brings to your notice many other points which the service provider 
or trader may not offer thus making your task of buying a product 
easy

Standard Marks and Labels

Standardization mark is a mark or symbol given to a product, which meets 
certain standards with respect to the quality in terms of material used, 
methods of manufacture, labeling, packaging and performance.

CONSUMER VS. PRODUCTS & SERVICES
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i. ISI mark 

It is a standardization mark issued by the Bureau of Indian 
Standards (BIS) to certify that the products conform to 
the minimum quality standards. It covers electrical goods, 

cement, mineral water, paper, paints, biscuits, instant baby food, gas 
cylinders, soap and detergent powders etc. 

Before buying any such goods you should check whether the product bears 

for different products.

ii. ISO mark 

ISO stands for International Organization for 
Standardization. The objective of ISO is to make common 
standards of products and services at international level, 

which ultimately facilitate foreign trade. Some of the areas where ISO 
standards can be applicable are manufacturing, processing, printing, 
electronics, steel, banking, telecommunication, hospital, insurance etc. 

iii. Hologram

You must have observed a small square size plastic 
sticker generally of silver colour, with some text written 
on it, pasted on the package of some products or on 

the cover page of some books. This is called Hologram. The purpose of 
sticking it on the package of the product is to establish the authenticity 
of the product. The major advantage of a hologram besides strong visual 

has easy application. 

Looking at these while purchasing a product will help you in making a wise 

All products must carry labels which should:

manufacture

and for safety

Are you aware??

the importer of foreign goods on the packets and also 

the expiry date. If g
oods are made in one country and 

repacked in smaller quantities in another, it i
s required 

to state the names of both countries.

measures on packaged commodities, you can prefer a 

complaint with the Directorate/Department of Legal 

Metrology of your state.
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The food you eat

A complete and safe diet is a basic necessity of life, so making a 
right choice in this is essential. Fast paced lifestyles have brought 

about changes in eating habits and very importantly in the dietary patterns 
of young children. Therefore, it is important to be aware of food hygiene, 
food adulteration, advertisements on food and how to check labels on 
food products. In today’s pre-packed world, labels are essential in order 

Food Marks and Labels

i. FPO 

You must have noticed FPO marks on the containers of 
fruit products like jam, jelly, pickles, fruit juices, soft drinks, 
etc, FPO stands for Fruit Products Order. This order 

sets standards for protection of quality of products made from fruits and 
vegetables. Any manufacturer who wants to produce and sell processed 
fruits and vegetables must also have a license from the Government of 
India.

ii. Agmark 

It is a logo prescribed by the Agricultural Marketing 
Department of Government of India for use on agricultural, 
horticultural, forestry and livestock products. The use of this 

this logo on oil, fats, cereals, pulses, spices, honey etc.

iii. Vegeterian and Non-vegeterian Mark

You must have noticed a mark of a small green or red circle inside a square 
on the package of some products. The red circle indicates that the food 
item contains non-vegetarian ingredients and the green circle indicates 
vegetarian ingredients. This helps the consumer to identify the food of their 
choice. The Government of India has made it mandatory for all packages 
of processed food items to bear the vegetarian or non-vegetarian mark.

What you can do as a consumer… 

buy standard food products

Read the labels, before purchasing the food product

preserve the grocery bills
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Thoroughly clean all foodstuffs before 
cooking

Store food items in tight jars / bottles

Buy food such as milk, bread, processed 

sources

On the whole, focus on nutrition rather 
than just taste and appeal

When you buy food products check the labels for the 
following details

Ingredients

Net contents

Name and address of the manufacturer

Date of manufacture – use before, best before, expiry date

Batch Number

Symbols such as – vegetarian (green dot), non-vegetarian (red dot) 
food

Instructions for use and storage

Name and address of the Indian importer in case of imported food 
products

Adulterated Food

In our country, adulteration of food is a major problem 

even today. Adulterated food means that the food 

has been tampered with, usually by adding some 

cheap substitutes which might be harmful to us. It is 

against the law to sell adulterated and misbranded 

food. Adulterants, particularly chemicals, which are 

very hazardous for the health of consumers are used 

by people selling tea, spices like turmeric, garam masala etc, in the open 

market. Milk has sometimes been found to contain large quantities of 

urea and detergent powder. Sweets and savouries are often found to be 

adulterated.
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The consumer should always buy goods sold under 

hygienic conditions and, as far as possible, carrying 

do not keep silent. Complain to the concerned authorities 

in your place and report to the newspapers to make more 

and more people aware to take joint action. 

Unhygienic Food

Avoid buying and eating food made in unhygienic conditions. If the food 
is prepared in unsanitary or unhygienic conditions bring it to the notice of 

The Food Safety and Standards Authority of India is the statutory authority 
set up under the Food Safety and Standards Act, 2006, for laying down 
basic standards for articles of food and to regulate their manufacture, 
storage, sale, import and to ensure availability of safe and wholesome food 
for human consumption. The Commissioner of Food Safety and the Food 

drawing samples, testing for adulterants and initiating prosecution. Public 
can also get the food items tested from the government authorized food 
analysis laboratories for a fee and can prefer a complaint based on the 
reports.

Website : www.fssai.gov.in

Junk Food 

habits among children today. These unhealthy foods are usually called ‘junk 

fat content with no nutritive value and giving empty calories. Increasingly, 
junk food advertisements and marketing strategies aim at children and also 
include them as part of the decision making process at home.

Why is Junk Food harmful?

Because it …

Fills the stomach but provides no nutrients

Results in Obesity 
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Increases sodium levels. This is dangerous 
for Cardio Vascular Disease, Hypertension,
Certain cancers, Diabetes Mellitus and 
Juvenile Diabetes

Is a risk factor for certain chronic 
diseases

Therefore, realizing the negative impact of unhealthy food on one’s health, 
it is important that we avoid junk food.

Follow a sensible diet …

Choose mixed cereal diets

Go easy on sugary and oily foods

It is recommended to cut down your intake of fats to 35 percent or 
less of total food energy consumed

Eat fruit, vegetables and greens every 
day

Replace sugary and fatty foods with 
starchy and cereal foods 

Try to cut down on salt intake
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Shopping for clothes

A s an aware consumer, aim to get quality for money when buying 
clothes – a designer label doesn’t necessarily mean your new dress 

will last longer.

Before you buy any item of clothing, take the following simple steps:

Check the name of the manufacturer or mill name

Check the store’s reputation with your neighbours and friends

Find out the correct measurement of cloth sold in pieces and make 
sure your item conforms to it.

Check with the seller of the cloth for colour fastness / light 
fastness

Check the label attached to garments for instructions on use

Dress according to the weather rather than getting carried 
away with the latest fashion trend.

Handloom mark

Handloom Textiles constitute a timeless facet of the rich cultural 
heritage of our country. It occupies a place second only to 
agriculture in providing livelihood to the people. 

Information on genuine hand oven products promoted by the Ministry of 
Textiles, Government of India can be found at-

Website : www.handlooms.nic.in 

Contact email id : dchl@nic.in
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Silk Mark

Silk Mark is a quality assurance label which is aimed at 
protection of the interests of the consumers of pure silk. Silk 
Mark Organisation of India is an initiative of the Ministry of 
Textiles, Government of India.

Contact id : silkmark@silkmarkindia.com

Wool Mark

pure, new wool and is recognized throughout the world as 
a symbol of quality and reliability. This quality standard for 
woolen products is prescribed by the International Wool 
Secretariat.

The commodities in packaged form shall bear the following mandatory 
declarations under the Standards of Weights and Measures (Packaged 
Commodity) Rules, 1977

1) Name and address of the manufacturer or packer or importer.

2) Name of the commodity

3) Net quantity in terms of standard units of weight or measure or 
number

4) Month and year in which a commodity is manufacture or packed or 
imported

5) Retail sale price of packaged in the form of maximum retail price……
inclusive of all taxes or in the form of MRP Rs…… Inclusive of all 
taxes

6)  Every package shall bear the name, address, telephone number, 

which can be contacted, in case of consumer complaints.

7) Complaints regarding weights and Measures can be registered at 
Annexure – I
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Gadgets and Gizmos Devices

I t is pretty safe to say that technology is progressing at a faster rate 
than ever. At the same time, it is also very hard to decipher the good 

from the bad in consumer electronics and we constantly face challenges 
in trying to make wise buying decisions.

While buying consumer electronics, it is best to know what to expect before 
you buy. Here is a list of some ideas, concepts and general rules for buying 
consumer electronics:

Decide if you need the product. (If yes, determine the features you 
are looking for)

Do your research on all products available, the cost, the warranty, 
etc

Research your product online also. (Many sites offer expert opinion 
as well as customer review on products.)

If possible ask the retailer for a demo of the product.

Beware of impulsive buying.

Find out the return policy of the shop. 

Once you buy the product, be sure you keep the warranty 
papers safely

As soon as you get your product home, test it immediately. (If anything 
is wrong return it immediately and demand a replacement.)

Read the manual carefully before using it.

Ask for job sheets each time a repair is done and preserve the 
documents.
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JUST REMEMBER …

You can save energy, reduce your electricity bills and help in the 
availability of electricity to more people by just buying ACs, tubelights, 
refrigerators bearing BEEs Star Rated energy efficiency labels.

consumption under standard test conditions. The BEE star labels include 

For more information, contact : 

Bureau of Energy Effeciency, Ministry of Power, Government of India

Email : helpdesk@beenet.in
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All that Glitters

W e have a fascination for gold and 
gold plays a very important role 

in our cultural heritage. Unless alloyed with 
a small portion of some other metal, gold is 
too soft to withstand wear as an article for 
use. This is often where the consumers fall 
prey. Adulteration of the articles manufactured 
by introducing too much of the strengthening 

alloy is a very common fraud to which the public is vulnerable because it 

public against this, our Government introduced the voluntary Hallmarking 
Scheme for gold under the Bureau of Indian Standards Act, 1986.

Hallmark

recording of the proportionate content of precious 

conformity widely used in many countries, bestows 

number (corresponding to given caratage), the Assaying and Hallmarking 

denoted by a code letter and decided by BIS (e.g. code letter `A’ was 
approved by BIS for year 2000, `B’ being used for the year 2001 and `C’ 
for 2002 and ‘J’ for 2008). 

Website : www.bis.org.in

Therefore, it is im
portant for you to -

Check for the hallmark and purity of gold before buying 

an ornament

Insist for a bill as this will help you in case of a 

future problem. 
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Currency county – your money in the bank
BANKING SERVICE

B anks offer a variety of service to consumers. 
Primarily, they keep depositors’ money safely 

and return it on demand with interest. Banks also lend 
money to assist setting up of or growth of business, 
manufacture or trade. Thus, banks play a more 
varied role in providing services and have become 
big business themselves.

Be aware of your rights as a consumer when you open an account in a 
bank.

GENERAL BANKING TIPS

While opening a bank account,

stipulated amounts or if cheques issued are bounced

Take proper care of your cheque book. A signed bearer cheque 
getting into wrong hands would mean a loss

Check if there is adequate amount in your account before issuing 
cheques

When there is a loss of cheque, report it to the bank 
immediately and give a Stop Payment instruction to them.

Constantly review account information for obvious 
errors

ONLINE BANKING

Beware of “look-alike” websites, which might induce you to disclose 
sensitive information and then trick you.

card and bank statements as soon as you receive them to make sure 
that you are being charged only for transactions you made. In case of 
irregularities, report immediately.
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CREDIT CARDS

Credit cards are now available with lots of features in addition to the 
payment convenience & credit period. To promote the usage of card, most 
banks offer certain reward points and cash-back schemes. However, similar 
to two sides to a coin, there are many problems as well that makes one 
skeptical about the usefulness of the credit card. A few common issues 
that people face are –

Buying goods which are not necessary and landing in huge debts

Not being aware of the hidden costs

Excessive billing

Erroneous debit/credit

Losing the card leading to fraudulent transactions

Harassment by the recovery agents

To safe-guard themselves, consumers should be very careful while using 
credit cards. 

Never get lured by the various offers and promotions of the credit-
card companies. Go for one that would be suitable for you

Enquire in detail about the rate of interest, service charges, the offer 
period, etc.

By no means give your PIN number to anyone

Always remember to ask for the receipt after using the card

If you lose the card, inform the credit card company immediately and 
make sure that the card is blocked

Make it a point to settle the entire amount before the credit period 
is over. Otherwise, you will end up paying higher rates of interest

Do you know?

As per Reserve Bank of India’s regulations, banks and credit card companies 
cannot deploy collection agents for recovery without prior information to the 
customer. The agents should not make anonymous or threatening calls and 
should not resort to intimidation or harassment of any kind against any person 
in their debt collection efforts. 
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REDRESSAL OF COMPLAINTS

Do not put up with inferior or fraudulent service.

Send a Complaint Letter /written representation to the ‘Service Provider’, 
and ensure you receive an acknowledgment (either hand deliver the letter 
or send it by registered or speed post with acknowledgement). If there is 
no response from the service provider within the time frame stated or if 

1) File a complaint with ‘The Banking Ombudsman’ which is a quasi 
judiciary authority. It has powers to summon both parties – the 
bank and its customer, to facilitate resolution of complaint through 

www.bankingombudsman.rbi.org.in 

or by sending an email. 

OR

2) File a consumer complaint with the appropriate Consumer Disputes 
Redressal Forum.

Do remember that you can reject the Award of the Ombudsman, 

if you are not satisfied with the same. This does not affect 

other recourses and remedies available to you under law. But 

the Award is binding on the Bank and their rights to appeal 

against such an Award are limited.
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NON-BANKING FINANCIAL COMPANIES (NBFCs)

NBFCs are companies registered under the Companies Act, 1956 
that are engaged in the business of loans and advances, leasing, 
hire-purchase, insurance business, chit business, etc. 

NBFCs can accept deposits for a minimum period of 12 months and 
maximum period of 60 months

They cannot offer interest rates higher than the ceiling rate prescribed 
by RBI from time to time and cannot offer gifts/incentives or any other 

Repayment of deposits by NBFCs is not guaranteed by RBI and 
deposits with them are not insured 

The RBI does not accept any responsibility about the present position 

If a NBFC defaults in repayment of deposit, the depositor can 

civil suit to recover the deposits
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Are you insured?

T he main aim of insurance is risk coverage, minimizing 
losses and compensating losses suffered by insured 

persons/consumers.

A contract of insurance is a contract by which one party 
undertakes to make good the loss of another, in consideration 

in many ways, in today’s fast world, there arises a need for 
consumers to be more aware to avoid future problems. 

General Tips:

When opting for an insurance policy,

Go for an experienced advisor

Get it in writing and get it photocopied with his signature attesting 
it

Make sure that you are informed of the exact coverage and price

Policies often have exclusion clauses. Have clarity on the same to 
avoid future complications

The medical insurance document requires that you truthfully and 
completely declare everything on the application form, even if you 
think it to be unimportant. Do so in complete honesty 

Pay your premium regularly

Renew the policy well within the expiry of 
validity of the policy

IRDA

The Regulatory Body of the Indian Insurance Industry is the Insurance 
Regulatory and Development Authority (IRDA) established under the IRDA 
Act, 1999. For further details visit 

www.irda.gov.in.
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Insurance Ombudsman

Government of India created the Institution of Insurance Ombudsman for 
quick disposal of grievances of customers. The Ombudsman’s powers are 
restricted to insurance contracts of value not exceeding Rs.20 lakhs. A 
consumer should approach the Ombudsman in whose territorial jurisdiction 

The functions of an Ombudsman include conciliation and award making. 
All insurers are required to honor the awards passed by the Ombudsman 
within a period of 3 months of the Order. However, the consumer can opt 
out and seek other avenues for grievance redressal.

Website : www.irdaindia.org/ins_ombusman.htm

Pre-conditions for lodging a complaint with the Ombudsman:

The complainant should have made a representation to the insurer who 
either rejected the complaint or did not respond or did not provide a 
satisfactory response

The complaint should be made not later than one year 
after the insurer’s reply

The same complaint should not be pending before any 
Court, Consumer Forum or Arbitrator
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Telecommunications

T he telecom sector is one of the fast growing 
service sectors in India. 

The interests of the consumers are protected and 
quality service provided by the Telecom Regulatory 
Authority of India (TRAI). Cable services and Broadband 
services also come under the purview of TRAI which 

has issued various regulations, directions and orders under the Telecom 
Regulatory Authority of India Act, 1997. 

Website : www.trai.gov.in

The Telecom Consumers’ Protection and Redressal of Grievances 
Regulations, 2007, mandates establishment of an institutional, heirarchical 

and the appellate authority, within the company, for redressal of consumer 
grievances. This is adopted by all the telecom service providers and many 
complaints are resolved at this level itself

Important points to bear in mind …

No value added services, like the caller tune, welcome tune, etc. 
can be activated by the service provider without obtaining the explicit 
consent of the consumer. 

A tariff plan once offered by a service provider should be made 
available to the subscriber for a minimum period of 6 months from 
the date of his enrolment into that tariff plan.

Whenever a subscriber roams into another license area he can be 
charged for the roaming facility only when he chooses to either make 
or receive a call while roaming and no rental is to be charged.

A pre-paid subscriber can demand itemized bills from the service 
provider, for any period during the last 6 months, on paying a 
prescribed fee (not to exceed Rs.50/-).

Service providers are required to refund security deposits within a 
period of 60 days. Delay should be compensated with an interest @ 
10 % per annum. 

When the post-paid subscribers’ usage and other charges reach 80% 
of the credit limit, the service providers are required to intimate them 
about the same. 
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rebates if fault is not attended within the 
prescribed period.

To avoid unsolicited SMS and calls, subscribers 
can register their telephone number with their 
service provider for inclusion in the National 
‘Do Not Call’ Registry. 

Group representation can be made to Telecom 
Disputes Settlement and Appellate Tribunal 
(TDSAT) for redressal of grievances. 

Have you heard about the “black-out days”?

These are days on which free/concessional SMS are not available to the 
consumers. It is limited to a maximum of 5 days in a year and the service 
providers should specify the exact dates of the “black-out days” on the package 
itself. This cannot be altered later and the charges applicable to these special 
days are to be explicitly conveyed to the consumers. 



40

Health is Wealth

Medicines

T he Drug Controller in every State regulates the 
production, supply and distribution of drugs. 

As consumers, you should…

Always check the date of manufacture/expiry, batch number 

Check if the name and address of the manufacturer is printed

Verify the name of the medicine with the prescription

Always check for the maximum retail price (MRP) on the medicines 
purchased

Read carefully directions for use/dosage/storage

Avoid self-prescription

Insist on a bill

physician and only then go to a hospital or a specialist. Verify the 
authenticity of the doctor and hospital before consulting. 

What is MRP?

MRP is the maximum retail price at which products should be sold in retail 
and such price shall include all taxes levied on the product. At the same 
time, hotels and restaurants where service is involved are allowed to sell 
above the MRP.

Do you know?

The red vertical line on the left side of the medicine strip indicates that the 
medicine will be available only on prescription.
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Public Distribution System (PDS)

P DS is a major instrument of the 
Government’s economic policy for 

ensuring availability of food grains to the public 
at affordable prices as well as for enhancing the 
food security for the poor. 

PDS is operated under the joint responsibility of 
the Central and the State Governments. While 

the Central Government (Department of Food and Public Distribution under 
the Ministry of Consumer Affairs, Food and Public Distribution, 

Website: www.fcamin.nic.in

is responsible for procurement, storage, transportation and bulk allocation 
of food grains, the duty of distributing the same to the consumers through 
the network of Fair Price Shops (FPSs) rests with the State Governments. 
Other operational tasks including allocation 

poverty line, issue of ration cards, supervision 
and monitoring the functioning of FPSs (Ration 
Shops) also lay with the State Governments.

The main objectives behind the PDS are:

To ensure regular and convenient availability of essential commodities 

FPSs

To prevent speculative hoarding and black marketing

To ensure stability in the availability of food grains 

What is a RATION CARD?

Ration cards are government provided identity cards that allow you to 
access and purchase certain essential commodities from the fair price 
shops of the government. 

An application for ration card should enclose proof of residence, income 
level and number of members in the family.
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Where can I complain about the functioning of a ration shop?

Every ration shop is expected to follow certain systems including specify 
dates for supply, display information about the quantity and quality of items 
available on that date, display of samples of items, etc. If this is not 
followed or if you have complaints about the quantity or quality of the 
products being sold at the shop, you should ask for the Complaints Book 
and register your complaint.

Department of Civil Supplies, of the respective Districts/States with a written 
complaint to enable them to initiate action.

USEFUL INFORMATION

The Essential Commodities Act, 1955 seeks to regulate the production, 

supply and distribution of commodities essential to the community. The 

list of commodities declared as “essential” is reviewed from time to time. 

Currently, the list contains 16 items which include food, edible oil, seeds, 

drugs, petroleum and petroleum products, etc. The penal provisions for 

contravention of this are quite severe and include imprisonment and fine. 

The Prevention of Black Marketing Act 1980 seeks to prevent the black 

marketing and hoarding of essential commodities.

PDS with a network of about 4.99 lakh Fair Price Shops (FPSs) is perhaps 

the largest distribution network of its type in the world.
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Dispatch riders
Postal Services 

A part from the postal services (Registered/Speed 

Posts, Parcels, etc.), the various other services 

provided by the Postal Department, Government of 

India, include telegram services, banking services 

(Savings Bank, Monthly Income Scheme, National 

as well as cash delivered at door step through money orders. Since all 

postal services are availed of by payment of charges, they are considered 

as “services” for the purposes of the Consumer Protection Act.

Common complaints

Non delivery / delayed delivery of the package / document

Tampering with the package / document

Failure to provide the acknowledgement card / proof of delivery when 

required

Wrong / Delay in delivery of money orders

Delay in delivery of telegram

Non intimation of return of registered post

For complaints against the department, you can write a complaint letter to 

complaint to the Chief Post Master General of the particular region. 

Web based customer grievance handling system is also available. Log 

on to 

www.indiapost.gov.in 

for more information.

Courier Services

The large number of private courier services 

available today has enabled consumers to choose 

the agency through which to send documents / letters 

/ packages.
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Common Complaints about the private courier service are:

Non delivery / delayed delivery of the package / document

Tampering with the package / document

While sending a letter / document / parcel through courier 
service …

Ensure that the booking person has entered the name and address 
of the consignee correctly

Mention the value on the booking slip or insure the parcel if the 
courier being sent is of more value

Check with the consignee whether the document / package reached 
in a good condition. 

noting down the defect in the package if the courier delivered to you 
is not in a good condition

Although most courier services put out unilateral liability disclaimers, they 

service and you can claim compensation for the damage caused to your 
parcel.

Remember that under the Consumer Protection Act, any person who 

avails the service (i.e., the person booking the package / document) or 

a beneficiary (the person receiving the package / document) can file a 

complaint in the Consumer Forum.
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Going where you want to go 
Road Transport

R oad transport in India has a large and extensive 
transportation system and is the backbone of 

Indian economy. The various modes of road transport 
include buses, vans, auto rickshaws, motorbikes, mopeds, 
bi-cycles, utility vehicles and so on. Public transport is 
the predominant mode of motorized local travel. Buses 
take up over 90% of public transport in Indian cities and 

are cheap and convenient for all classes of society. Services are mostly 
run by government owned State Corporations. 

The Ministry of Road Transport and Highways is the apex organization 
under the Central Government entrusted with the task of formulating 
policies for road transport, road safety and national highways with the view 

Website : www.morth.nic.in

The Motor Vehicles Act, 1988, provides for strict procedures relating to 
granting of licenses, laying down standards for components and parts of 
motor vehicles, standards for anti-pollution control devices, provision for 
enhanced compensation in cases of “no fault liability” and in “hit and run” 
motor accidents, provision for payment of compensation by the insurer to 
the extent of actual liability to the victims of motor accidents, constitution 
of Road Safety Councils and so on. 

Railways

Indian Railways is the state-owned railway company 
in India and is overseen by the Ministry of railways, 
Government of India. All information relating to 
train schedules, routes, fares, online reservation 
options, claims and refunds, passenger booking 
status and other announcements are available on 
one website.

Website : www.indianrailways.gov.in
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Do you know??

Indian Railways has one of the largest and busiest rail networks in the 
world, transporting over 18 million passengers and more than 2 million 
tonnes of freight daily

If the AC is not operative in the AC coach, then the passenger is entitled 
for refund of the difference between the fare of AC and non-AC coach. 
However, during the journey, the passenger should collect a certificate from 
the TTE/Guard to prove this

If the fare is inclusive of food, bedding, etc. and if they are not provided or 
if those are of inferior quality then the passenger is entitled for appropriate 
refund

In case of death or injury caused due to train accident or dacoity during 
train journey, the passengers are entitled for compensation. 

Passengers can record their complaint in the complaint book kept with the 
guard or the train superintendent during their journey. 

Aggrieved passengers can file a complaint with the concerned Station 
Master, Additional General Manager/Director, Public Grievances

can approach the Railway Claims Tribunal with Benches in different parts 
of the country, established under the Railway Claims Tribunal Act, 1987, 
which provides much relief to the rail users by way of expeditious payment 
of compensation to the victims of rail accidents and to those whose goods 
are lost or damaged in rail-transit. 

Website : www.rct.nic.in
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Airlines

The airlines sector has seen an incredible surge in business. With the 
inclusion of many new private airlines, it is important to know what to do 
when standards and quality of services offered are compromised.

Common complaints generally revolve around–

Ticketing, Reservation errors

the ground and onboard the air craft

Sudden cancellations 

Inordinate Delays

Loss and damage of baggage

What do I do when I have a complaint?

On Board-

Comment /complaint forms are always available on board the aircraft. 
You may request for the same or write the complaint on a plain sheet 
of paper and hand it over to the captain. Always make two copies, 
ensure that your copy is acknowledged by the captain or a senior 
cabin crew member.

At the Airport-

Approach the Airlines desk; express your grievance to the customer 
service executive.

Airport Manager concerned and hand over a complaint letter.

If there is no response from the service provider, consumers can approach 
the appropriate District Consumers Redressal Forum for redressal.

BE ALERT!! !

If you notice any unclaimed, suspicious object or activity anywhere in and 

around the railway stations’ premises or inside the train inform the Railway 

Protection Force (RPF) or the Government Railway Police (GRP) or the 

Railway personnel on duty or competent civil administrative authorities 

immediately.
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The POWER corridor

T he electricity sector in India is mostly controlled 
by the Government of India’s Public Sector 

Undertakings. The Ministry of Power is the Apex body 
responsible for the development of electrical energy in 
our country. 

Website : www.powermin.nic.in

Common complaints relating to the electricity sector include:

Electricity supply breakdown

Defective / non functioning of meters

Wrong billing

Delay in providing service / responding to complaint

Consumers can submit a written petition to the Grievance 

If the issue is not resolved at that stage, consumers have 
the option of approaching the Electricity Ombudsman of the 
particular state.

Useful information:

Buy electrical equipments that use less electricity 

Make home safe for children against electrical 
hazards

Install safety equipments for Earth leakage / 
over load and Short circuit protection

Ensure safety of meter and metering 
equipments

If meter is not working or is defective, inform the authorities 
immediately
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Real Estate – your house

T he availability of credit and an increase in income levels 
has led to a spurt in the housing and construction 

sector. 

Do you know?

Persons booking apartments or engaging the services of a builder / construction 
company are also “consumers” and can approach the Consumer Disputes 
Redressal Forums if there are any deficiencies in service.

Common complaints against builders are:

Usage of substandard materials in construction 

Delay in handing over possession 

Construction in violation of approved plan

Arbitrary increase in the cost of construction

Documents not handed over

Ask for approved plan from the local municipal 
or town planning authority

Get a copy of the Building Permit

Get copies of relevant sale deed of the 
property

Get copies of detailed drawings including structural details

Check on the credentials of your builder / architect / engineer

See if there are any hints of earlier encumbrances or multiple sales 
of the same property

Check for authenticity of stamp papers and property tax receipts

Ensure transfer of the entire undivided share of the land



50

Grievances Redressal

If you have a complaint relating to structural defects / other 

purchased, you can:

a report on the structural defects

If you have not taken possession, write a complaint letter to the builder / 
promoter listing the defects and demand that they are attended to 
before making the full payment

If you have already paid in full, then, you can list the defects in 

compensation.

Do you know?

The registered land sale deed does not confer land subdivision sanction. 
Sanction of building plans may be required from more than one authority.
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Elixir and essentials of life

C lean drinking water and proper sanitation are 
basic essentials of life. It is important to be 

aware that water is becoming an increasingly scarce 
commodity and one that must be shared with a sense 
of equity. The United Nations Committee on Economic, 
Social and Cultural Rights adopted the human right to 
water on November 26, 2002. Judicial pronouncement 
in India have declared this right as part of right to 
life.

Despite longstanding efforts by the Government and communities at 
improving the system, water supply and sanitation in our country continues 
to be inadequate. As responsible citizens, it is important for us to protect 

the trees and plant new ones which protect the soil and 
ensure conditions for groundwater regeneration during 
the monsoon season. 

Rain Water Harvesting (RWH)

Ground water exploitation is inevitable in urban areas. 
Due to urbanization, there is reduction in open soil surface 
area and the ground water potential is getting reduced. 
Surface water is inadequate to meet our demands and 

recharging of ground water has diminished. Therefore, there arises an 
urgent need for conserving water by harvesting and managing this natural 

There are two main techniques of rain water harvesting-

Storage of rainwater on surface - a traditional technique. The 
structures used are ponds, underground tanks, check dams, etc. 

Recharge of ground water - a new concept of rain water harvesting. 
The structures generally used are pits, bore wells, hand pumps, 
rooftop/road top collection of rain water, diversion and collection of 
run off rain water into dry tanks, play grounds, parks and other vacant 
places. This will help in creating additional recharge. 

It is crucial that each house-hold follows this system of RWH to save them 
from water crisis. 

Water recycling in another important concept in water use that needs to 
be encouraged.

Most Indians depend on on-site sanitation facilities. On site sanitation is 
the collection and treatment of sewage within the site as pit latrines, septic 
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tanks, etc. Sewerage systems transport the raw sewage through drains to 
treatment plants before disposal. Recently, access to on-site sanitation has 
increased in both rural and urban areas. Sewerage, where available, is 

mainly due to blockage. This is generally caused by the dumping of waste 
in the drains. 

Do you know?

The cities of Mohenjo-Daro and Harappa of the Indus Valley Civilization had 
an elaborate sewage system.

It is high time that we understood our responsibility towards the society and 
refrain from such unhealthy and harmful practices. It is also vital to realize 

health impacts. Improved sanitation is the need of the hour. 
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Things to know while you are on the Internet

T here’s some great stuff on the Net but some bad material too. Therefore, 
it is important to be careful while using the Internet. 

A few points to remember

Secrecy is the key when it comes to dealing 
with your personal details and information. Don’t 
post your email address on a public web page 
or a web-site before checking its privacy policy. 
Never use others’, including your parents’ credit 
card without permission or give away your name, 
address or passwords – it is like handing out the 

you don’t really know is not the sensible thing to do – they may 
contain viruses, which will affect your system or nasty messages.

Someone online may not be who they say they are. If you feel 

REMEMBER TO STAY CYBER SMART!

Going Shopping On the Internet?

Here are a few tips to keep in mind:

Know who you are dealing with and what you are buying 

Make sure that the company is legitimate. Identify the company’s 
name, its physical address, including the country where it is based.

Look for clear, accurate information about the products or services 
you are interested in

Understand the terms, conditions and costs involved in the sale

currency

order to be delivered

guarantees for the product and 

policies
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Look out for your privacy

  Verify information posted online that describes the company’s security 
policies. Shop only from online vendors who respect your privacy. 

from you will be used and give you the opportunity to refuse having 
your information sold or shared with other vendors. This will make 
you less vulnerable to hackers

Get smart about e-commerce

  Look for information from businesses, consumer representatives 
and governments about your rights and responsibilities when you 
do online shopping. Demand for consumer-friendly policies and 
procedures.
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BEING ECO-FRIENDLY CONSUMERS

W e all know that an unpolluted and unspoiled environment is 
important to the well being of all species. But somehow, even 

though we talk about it often enough, we do not very often get around 
to practicing it in our daily lives. Today, the large scale production, use 
and careless disposal of consumer goods and services, excessive use 
of fossil fuels for energy generation and transport, 
excessive use of pesticides and fertilizers in 
agriculture, cutting down of forests and disposal 
of raw sewage and toxic waste into water bodies 
and sea are highly threatening and dangerous to 
the fragile ecosystems. 

Hazards to nature include
Unsustainable and increasing use of natural resources

Increasing pollution (air, water, land, noise)

Loss of forest cover and wildlife habitats

Excessive concentration of harmful pesticides in the soil and 
consequently in the food chain and water sources

The Indian Government has set up a Central Pollution Control Board 
(CPCB) and also Pollution Control Boards in all States for the prevention, 
control and abatement of pollution.

website : cpcb.nic.in

The Boards try and ensure that the ‘polluter pays’ principle is adhered 
to. However, the Government cannot perform this task alone. We, as 
consumers, must be aware that the increasing pollution will affect us the 
most and must help in the task of reducing pollution and in conserving 
natural resources.

An example of pollution today is the waste being generated in cities and 
towns. A lot of packaging material thrown consists of plastic material, 
which is largely non-biodegradable. Segregation of waste and appropriate 
disposal techniques for each kind of waste category is probably the only 
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We can contribute to protecting the environment by

Practicing the 4 R’s: Reduce, Reuse, Recycle, Refuse

Using environmentally friendly and less harmful products

Conserving natural resources and energy

Segregating waste

Practicing sustainable consumption – which ensures better quality of life

Don’t you agree?

We should recognize our individual and collective responsibility to conserve 
natural resources and protect the earth for future generations.
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T he Consumer Protection Act, 1986 is a progressive, socio-
benevolent legislation which was enacted by the Indian 

Parliament for better protection of the interests of consumers. 
The Act provides for ‘consumer – business’ disputes and not for 
‘business – business’ disputes. 

of the Act.

Another important facet of the Act is the provision for a 3 - tier quasi - 
judicial machinery for redressal. The tabular column below elucidates the 
details of the same:

Name of the Forum / 
Commission

Number of 
Members

Location Compensation

National Consumer 
Disputes Redressal 
Commission
(National
Commission) website 
www.ncdrc.nic.in

5 members 
(including the 
President)

New Delhi / 
Act provides 
for circuit 
benches
in State 
capitals

Above Rs. 1 
crore (An appeal 
can also be 
made against 
the Order 
of the State 
Commission)

State Consumer 
Disputes Redressal 
Commission (State 
Commission)

3 members 
(including the 
President)

Every State 
Capital

Rs.20 lakhs – 
Rs. 1 crore (An 
appeal can also 
be made against 
the Order of the 
District Forum)

District Consumer 
Disputes Redressal 
Forum (District 
Forum)

3 members 
(including the 
President)

All Districts Upto Rs.20 
lakhs

DISPUTE RESOLUTION
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The Powers of the Authority include

Removal of defects in goods or 

Replacement of defective goods with new 
goods of similar description

Refund

Payment of compensation for any loss or injury suffered 
by the consumer

Discontinuation of restrictive or unfair trade practice and ensuring no 
repetition

Withdrawing hazardous goods from being sold to the public

Providing adequate cost to the aggrieved party 

Individual

Group of similarly affected consumers

Registered consumer organizations

cause of action 

Now, what are the advantages of approaching the Consumer Fora?

individual, group of consumers or a consumer organization)

Avoid Frivolous Complaints!

You Could Be Penalised!!!

Supreme Court

National Commission

State Commission

District Forum
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Nominal charges

Speedy redressal – All complaints are to be heard and disposed 
off within 90 days (150 days if lab testing is involved) from date of 
receipt of notice by the opposite party. No adjournments should be 
ordinarily granted.

Fee Structure

COMPENSATION AMOUNT FEE

Below Poverty Line No Charges

Upto Rs. 1 lakh Rs. 100/-

Rs.1 lakh to Rs.5 lakhs Rs. 200/-

Rs. 5 lakhs to Rs.10 lakhs Rs. 400/-

Rs. 10 lakhs to Rs. 20 lakhs Rs. 500/-

Rs. 20 lakhs to Rs. 50 lakhs Rs. 2000/-

Rs. 50 lakhs upto Rs.1 crore Rs. 4000/-

Above 1 crore Rs. 5000/-

A consumer, who is aggrieved by the decision of the National Commission, 
can prefer an appeal in the Supreme Court of India. 

The Consumer Protection Act is in addition to and not in derogation of the 
provisions of any other law for the time being in force.

where the cause of action wholly or partly arises.

A few other Consumer friendly 
legislations include

Essential Commodities Act, 1955

Standards of Weights and Measures Act, 1976

Food Safety and Standards Act, 2006 

Drugs and Cosmetics Act, 1940
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RIGHT TO INFORMATION ACT

T o enable citizens to access information under the 
control of public authorities in order to promote 

transparency and accountability in the working of 
every public authority, the Right to Information Act was 
enacted in 2005 by the Government of India. 

To seek information, the following steps need to be 
followed:

Step 1 : Identifying the issue

Step 2 : Identifying the relevant department of the government. (However 

transfer the application to relevant department in case the 
applicant refers the application to the wrong department. In no 
case can the application be returned to the applicant.)

Step 3 : On a plain sheet paper, addressed to the ‘Public Information 

write down your questions. This can be in a simple letter format 
with the subject : Application under Right to Information Act 
2005 (there is no prescribed application form under the law for 

Step 4 : Payment of the fees – The application fees for the states and 
the Central Government is Rs.10/- The following modes of 
payments are acceptable:

department (insist for a receipt /  acknowledgement) / Payment 
at Treasury under RTI account head (the receipt should be 
attached to the application and sent by Registered Post with 
Acknowledgement Due.) / Demand Draft addressed to the 
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should be attached to the application and sent by Registered 
Post with Acknowledgement Due)  / Payment at any branch 
of ‘State Bank of India’ under RTI account head (the receipt 
should be attached to the application and sent by Registered 
Post with Acknowledgement Due.)

NOTE : For Central Government Departments, payments 
can be made through Cash, Demand Drafts, Postal Orders 

Step 5 : The PIO should respond within 30 days of receipt of the 
application failing which the applicant should make the 1st 
appeal to the ‘Appellate Authority’ of the same department. 
The appeal should be addressed to the ‘Appellate Authority’ 
(the postal address is usually the same as the PIO).

Step 6 : The Appellate Authority gets another 30 days to respond failing 
which the applicant can make the 2nd appeal to the ‘State 
Information Commission’ (for the state government departments) 
or ‘Central Information Commission’ (for central government 
departments) as the case may be. 

Remember that you cannot seek information from the 
intelligence and security organisations established by the 

Government as this could pose a threat to the Nation’s security
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CONCLUSION

T hus, the consumer movement is a mass social movement that seeks 
to protect the rights of consumers. The Ministry of Consumer Affairs, 

Government of India has accorded high priority to the 
programme of consumer protection and has initiated 
numerous steps to promote awareness and encourage 
consumers’ involvement throughout the country of which, 
the “Jago Grahak Jago” campaign deserves a special 
mention.

As the Consumer Protection Act mandates, the 
Government has established the Central, State and 
District Consumer Protection Councils to protect the 
rights of consumers and strengthen consumer movement 
at all levels.

The Consumer Welfare Fund created by the Central 

the welfare of consumers and strengthen the voluntary 
consumer movement in the country, especially in the rural 
areas.

provide solution to the practical problems being faced by the consumers 
are sponsored under the Fund.

The National Consumer Helpline is a consumer friendly project established 
under this. Consumers can call from anywhere in India free of charge and 
get advice regarding their problem as a consumer.

website : www.consumeradvice.in 

Consumer Helpline Nos.:

GUJARAT
1800-233-0222,
079-2748945 / 46
gujarat@consumeradvice.in

MADHYA PRADESH
155343, 0755-2559778,
0755-2559993
madhyapradesh@consumeradvice.in

ORISSA
18003456724, 0674-2351990, 
0674-2350209
orissa@consumeradvice.in

TAMIL NADU
044-28592828
tamilnadu@consumeradvice.in
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The Consumer Clubs scheme launched in 
2002 is one of the most successful attempts 
of the Central Government according to 
which a consumer club is to be set up in all 
schools and colleges to create awareness 
amongst young consumers. Later, this was 
decentralized and transferred to the State 
Governments. The Department of Consumer 

Protection of various states also contributes to a great extent in creating 
awareness. Also, to address the problems of consumers within states, the 
State Consumer Help-line has been set up in various states across the 
country. It is vital for us, as consumers, to take advantage of the various 
schemes offered by the Government, equip ourselves and become smart 
consumers.
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1. Shri S.A. Huda
Controller of Legal Metrology 
(Weights & Measures)
Government of Andhra Pradesh, 
No. 209, PWD Building, Gandhi Nagar, 
Hyderabad, Andhra Pradesh 500 380
Ph : 040-27612170
Fax : 040-27613667
Email : clm@ap.nic.in

2. Shri T. Sonowan,
Controller of Legal Metrology 
(Weights & Measures)
Government of Assam, Ulubari, Guwahati 
781007
Tel Fax : 0361-2470992
Mobile : 09435082319

3. Shri Jai Prakash Narayan,
Controller of Legal Metrology 
(Weights & Measures)
Government of Bihar, Raja Bajar,
Post Vetnari College, Beli Road
Patna 800 001
Ph : 0612-2223895
Fax : 0612 -2204245
Mobile : 9334129944

4. Shri N.M. Naik
Controller of Legal Metrology 
(Weights & Measures)
Government of Goa, Panaji 403 001
Telefax : 2426432
Mobile : 09422444948
Email : conlegal.goa@nic.in
Asst. Controller: Sh. V.R. Naik
Ph : 0832-2421037

5. Shri K.K. Doodhat
Controller of Legal Metrology 
(Weights & Measures)
Government of Gujarat, Tolmap Bhavan, 
Opp. Sarang Pur Water Tank, Ahmedabad, 
Gujarat 380 002
Tel Fax : 079-22114177
Fax : 079-22114234
Mobile : 09978405043
Email : clmgujarat@legalmetrology

gujarat.gov.in 
6. Shri Balraj Singh

Controller of Legal Metrology 
(Weights & Measures)
Government of Haryana,
335, New Secretariat, 3rd Floor, 
Sector 17, Chandigarh
Ph no. : 0172-2701366
Fax : 0172-2702759/5001396

7. Shri Rameshappa
Controller of Legal Metrology 
(Weights & Measures)
Government of Karnataka,
No.1, Ali Askar Road, P.B. No. 175, 
Bangalore, Karnataka 560 052
Ph no : 080-22260554, 2259024
Fax : 08022353959
Mobile : 09449002430
Email : legalmetrology@karnataka.gov.in 

8. Shri E.J. Jayaraj
Controller of Legal Metrology 
(Weights & Measures)
Government of Kerala, Vikas Bhavan,
Thiruvananthapuram, Kerala 695 033
Ph : 0471-303821, 2305996, 2304038
Fax : 0471-2305996
Mobile : 09447772290
Email : clmkerela@gmail.com

9. Shri S.K. Jain
Controller of Legal Metrology 
(Weights & Measures)
Government of Madhya Pradesh, Near 
Dak Bhavan, Bhopal-Hoshangabad Road, 
Bhopal 462 011
Ph : 0755-2551017
Fax : 0755-2768638
Mobile : 09425011354
Email : cwmbho@mp.nic.in

10. Shri Ankush Dhanvijay, IPS,
Controller of Legal Metrology 
(Weights & Measures)
Government of Maharashtra, 
Government Barrack, No. 7, Free Press 
Journal Marg, Mumbai 400 021
Ph : 022-22023354
Mobile : 9821904477
Email : dclmms@yahoo.in

11. Shri P.K. Pandey
Controller of Legal Metrology 
(Weights & Measures)
Government of Himachal Pradesh,
Apurti Bhavan, 1st Floor, Block No. 42, 
SDA Commercial Complex, 
Kasumpti Shimla 171 009
Ph : 0177-2625345
Fax : 0177-2623749
Mobile : 09459022656
Email : dfs-hp@nic.in

12. Shri Gautam Naik
Controller of Legal Metrology 
(Weights & Measures)

Annex 1
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Government of Orissa, Khandagiri, 
Bhubneshwar 751 003
Ph : 0674-2322338/2350184/2419967
Fax : 0674-2350864
Mobile : 09437017476
Email : dclmorissa@gmail.com

13. Shri Karanvir Singh Man,
Controller of Legal Metrology 
(Weights & Measures)
Government of Punjab,
Dept. of Food and Civil Supplies,
Sector 17-B, Jeewan Dweep Building,
Chandigarh
Ph : 0172-2703049
Fax : 0172-2270349
Email : mankaranvir@gmail.com

14. Shri A.S. Dagar
Controller of Legal Metrology 
(Weights & Measures)
Government of India Delhi, 
NCT of Delhi, 117-118, C-Block, 
Vikas Bhavan, N.Delhi 110 002
Ph : 011-23379266, 23379262
Fax : 011- 23379267
Mobile : 9871795334
Email : cwmd@hub.nic.in

15. Shri Ravichandran,
Controller of Legal Metrology 
(Weights & Measures)
Government of Tamil Nadu, DMS Compound, 
Teynampet, Chennai 600 006
Ph : 044-24321 438
Tel fax : 044-24326205/24341966
Mobile : 09841431547
Email : tnchildlabour@yahoo.com

16. Shri K.D. Choudhury
Controller of Legal Metrology 
(Weights & Measures) 
Government of Tripura, Khandya O-Bhokta 
Bhawan, (Ground Floor), Pandit Nhru 
Complex, Gorkhabasti, West Tripura, 
Agartala, Principal Secretary 0381-2416036
Ph : 0381-2225534/2309728
Tel fax : 225997/2225984/2326308
Email : dfcscatrp@yahoo.co.in

17. Shri Ram Chander
Controller of Legal Metrology 
(Weights & Measures)
Government of Uttar Pradesh,
7, Walaquad Road, Lucknow – 1 (Uttar 
Pradesh)
Ph : 0522-2628063/2225997
Fax : 0522-2610967/2275902
Dy. Controller-09415091174
Email : clump@rediffmail.com 

18. Shri G. Dirchi,
Controller of Legal Metrology 
(Weights & Measures)
Government of Arunachal Pradesh,
Vivek Vihar, Itanagr
Tel Fax : 0360-23508837
Fax : 0360-2350664/2247661
Mobile : 09436059687
Email : controller@rediffmail.com 

19. Shri Asgar Hassan Samoon
Controller of Legal Metrology 
(Weights & Measures)
Government of Jammu & Kashmir,
Revenue Complex Building,
Takkipora, Srinagar (may-nov.)
Ph : 0194-473828/2458693/2546193
Fax : 2452512
Mobile : 09419015150
Asst. Controller – 09419518033
Email : asgarsamon@gmail.com

20. Shri Asgar Hassan Samoon
Controller of Legal Metrology 
(Weights & Measures)
Government of Jammu & Kashmir, 
Civil Sectt. Mini, Block-I/16, 
Jammu Tawi (Dec-April)
Ph : 0194-2549682/2546193
Mobile : 09419015150
Asst. Controller – 09419140535
Email : asgarsamon@gmail.com

21. Shri N. Paratap Singh
Controller of Legal Metrology 
(Weights & Measures)
Government of Manipur, 

Imphal 795 004
Ph no : 0385-2415637/2311687
Mobile : 09402870120

22. Shri S. Tariang,
Jt. Controller of Legal Metrology 
(Weights & Measures)
Government of Meghalaya,
Shillong Temple Road, 
Lower Lachumiere
Shillong 793 001 (Meghalaya)
Ph : 0364-2222576/2221537
Mobile : 09436104645/09436111076

23. Shri Lallung Muana,
Controller of Legal Metrology 
(Weights & Measures)
Government of Mizoram, Aizawal
Ph : 0389-2322872/322572
Fax : 0389-2321035
Mobile : 9436154714
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24. Shri K.T. Sukhalu
Controller of Legal Metrology 
(Weights & Measures)
Government of Nagaland,
Kohima 797 001
Ph : 0370-221609/2270253
Fax : 0370-222727/2270439
Mobile : 09436000094

25. Shri P.N. Pandey
Jt. Controller of Legal Metrology 
(Weights & Measures)
Government of Rajasthan, Udyog Bhavan, 
Tilak Marg, Jaipur 302005
Ph : 0141-2227727
Fax : 0141-2227516
Mobile : 09414066528
Email : cirajasthan@yahoo.co.in

26. Shri B.K. Pradhan
Controller of Legal Metrology 
(Weights & Measures)
Government of Sikkim, Paljor Stadium, 
Paljor Stadium Road, Gangatok 737 101
Ph : 03592-202893/202675
Tel fax : 03952-202893
Mobile : 09434103729

27. Shri N.G. Hira
Controller of Legal Metrology 
(Weights & Measures)
Government of West Bengal,
45, Ganesh Chandra Avenue, (3rd Floor)
Kolkata 700 013
Ph : 033-22256447
TeleFax : 22364258
Mobile : 09433436937
Sh S. Jna, Jt Controller-09433498193
Email : cadwb@vsnl.net,   
  sajaliana@yahoo.in

28. Shri Ved Prakash
Commissioner-cum-Secretary Civil Supplies
Government of Andaman & Nicobar Island,
Port Blair 744 101
Ph : 03192-233377/233853/201003
Telfax : 03192-232321
Mobile : 09434280020
Email : pved@and.nic.in, bircs@and.nic.in 

29. Controller of Legal Metrology 
(Weights & Measures)
Chandigarh Administration, Plot no. 19, 
Industrial Area, Phase II, Ram Darbar, 
Chandigarh
Ph : 0172-2540444
Fax : 0172-741341

30. Controller of Legal Metrology 
(Weights & Measures)
Daman & Diu Administration,
Fort Area, Moti Daman, Daman 396 220
Ph: 02638-254685

31. Controller of Legal Metrology 
(Weights & Measures)
Dadra &  Nagar Haveli Administration,
Silvasa 396 230
Ph : 02639-242721

32. Shri Sandeep Kumar
Controller of Legal Metrology 
(Weights & Measures)
Lakshdweep, Kavaratti 682 555
Ph : 04896-262112
Fax : 04896-263298

33. Sh. Anbajagane,
Controller of Legal Metrology 
(Weights & Measures)
Dy. Commissioner (Excise) and 

Thattanchavady, Pondicherry 605 009
Ph : 0413-2252847
TelFax : 0413-2253462
Fax : 0413-2252493/2253462
Mobile : 09443383420
Email : pondyexcise07@dataone.in

34. Shri Pathak
Jt. Controller of Legal Metrology 
(Weights & Measures)
Govt of Chattisgarh, Moudhapara, 
Raipur 492001
Ph : 0771-2524294/2343275
Fax : 0771-2243274
Mobile : 09827185785

35. Joint Agriculture 
Director cum Controller of Legal Metrology 
(Weights & Measures)
Govt of Jharkhand, (Lakshmi Nivas),
Krishi Bahvan, Kanke Road, 
Ranchi 834006
Jharkhand
TelFax : 0651-2233537
Mobile : 09431167377

36. The Controller of Legal Metrology 
(Weights & Measures)
Govt of Uttaranchal State 
15, Gandhi Road,
Dehradun 248001.
TelFax : 0135-2651926/2653159


