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INDIAN INSTITUTE OF PUBLIC ADMINISTRATION

INDRAPRASTHA ESTATE, RING ROAD, NEW DELHI-110002 (INDIA)
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Chair Professor & Coordinator SHETTAR ITNGH0 S RIEn Te. Fax : +91-11-23766136 .
Centre for Consumer Studies ST winiey Email : drsureshmisra@gmail.com
MAE. T iaciias T iR ihegons :
SIFE 58 ﬁ%f&fb.&&h% Dated: Spptemt
RGO ey :
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Dear Sir/Madam, L L ORI, -

Kindly find attached letter No.F.14-1/2017 (CPP-ll) dated Feb 9, 2018 from
Shri. P. K. Thakur, Secretary and Financial Advisor, University Grants Commission, -
New Dethi.

In this globalized market aided with Information and Communication
technology the challenges of protecting the consumers has increased. Inspite of
Consumer Protection Act 1986, consumers continue 10 be exploited by the producers
and service providers. This is mainly due to lack of awareness and education about
consumer rights and the mechanism to redress grievances.

There is a greater need to involve the young students in the consumer
movement and empower them with skills and knowledge relating to consumer affairs.
The UGC had set up a Expert Comiittee to prepare a module on Consumer Affairs.
The attached module is an elective course fat undergraduate level in any discipline.

It is requested that the same may be perused and suitably mw
University and the affiliated colleges as requesied. 4

-

With regards,

Yours sincerely -
Qypw‘w)\ las

(Suresh Misra)

Ef;maili ccs iipa@gmail.com | Website : www.consumereducation.in |



favafeemaa sigem smam
University Grants Commission
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{Ministry of Human Resource Development, Gowt, of Indio)
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Bahadur Shoh Zofar Marg, New Dei!_MlGﬂB?
Ph.. 011-23236268/23239337/23231055

P. K. Thakur | Fax - 011-2323 8858/2323 5729

gt email : pkthakur.uge@nic.in
Secretary & Financial Advisor

No. F. 14-1/2017 (PP -1L ) February, 2018

Sir/Madam, -G FEB /)18

o

The Department of Consumer Affairs has been taking steps to promote and pr?tect
consumer rights, as provided under the Consumer Protection Act, 1986. The idea is to
strengthen the consumer movement in India through creating awareness among all segments
of consumers, including young college-going students. Greater involvement of students in the
consumer movement would enhance the pace at which the ideals of the movement percolate
far and wide in society. Understandably, one of the ways in which this objective can be
realised is through inclusion of modules on consumer studies as an elective course in the
universities / colleges syllabi.

The course module for Consumer Affairs at Under Graduate level as an elective course
in any discipline has been prepared by the Expert Committee. The details of this model
syllabus have been uploaded on the UGC website i.e. www.ugc.ac.in.

Since every student is a consumer and will continue to be a consumer for rest of his
/her life, this module may be offered as an elective for students of any discipline.

It is, therefore, requested that the same may be perused and suitably adopted by your
university and the affiliated colleges, if any. Considering the importance and relevance of the
module and the complexity in terms of topics, it is also requested that universities may
conduct faculty development programmes for the faculty members teaching this module.

With regards,
| Yours sincerely,

To

The Vice-Chancellors of all universities




Paper: Consumer Affairs
(For Undergraduate courses in any discipline as an elective)

Duration: 3 hrs. Max Marks: 100 Total Lectures: 65

Objective: This paper seeks to familiarize the students with their rights and responsibilities as a
consumer, the social framework of consumer rights and legal framework of protecting consumer
rights. It also provides an understanding of the procedure of redress of consumer complaints, and
the role of different agencies in establishing product and service standards. The student should
be able to comprehend the business firms’ interface with consumers and the consumer related
regulatory and business environment.

Unit 1: Conceptual Framework 13 Lectures
Consumer and Markets: Concept of Consumer, Nature of markets: Liberalization and
Globalization of markets with special reference to Indian Consumer Markets, E-Commerce with
reference to Indian Market, Concept of Price in Retail and Wholesale, Maximum Retail Price
(MRP), Fair Price, GST, labeling and packaging along with relevant laws, Legal Metrology.

Experiencing and Voicing Dissatisfaction: Consumer buying process, Consumer
Satisfaction/dissatisfaction-Grievances-complaint, ~ Consumer ~ Complaining  Behaviour:
Alternatives available to Dissatisfied Consumers; Complaint Handling Process: ISO 10000 suite

Unit 2: The Consumer Protection Law in India 13 Lectures
Objectives and Basic Concepts: Consumer rights and UN Guidelines on consumer protection,
Consumer goods, defect in goods, spurious goods and services, service, deficiency in service,
unfair trade practice, restrictive trade practice.

Organizational set-up under the Consumer Protection Act: Advisory Bodies: Consumer
Protection Councils at the Central, State and District Levels; Adjudicatory Bodies: District
Forums, State Commissions, National Commission: Their Composition, Powers, and
Jurisdiction (Pecuniary and Territorial), Role of Supreme Court under the CPA with important
case law.

Unit 3: Grievance Redressal Mechanism under the Indian Consumer Protection Law

13 Lectures
Who can file a complaint? Grounds of filing a complaint; Limitation period; Procedure for filing
and hearing of a complaint; Disposal of cases, Relief/Remedy available; Temporary Injunction,
Enforcement of order, Appeal, frivolous and vexatious complaints; Offences and penalties.

Leading Cases decided under Consumer Protection law by Supreme Court/National
Commission: Medical Negligence; Banking; Insurance; Housing & Real Estate; Electricity and
Telecom Services; Education; Defective Products; Unfair Trade Practices.

Unit 4: Role of Industry Regulators in Consumer Protection 13 lectures

i.  Banking: RBI and Banking Ombudsman

ii.  Insurance: IRDA and Insurance Ombudsman
iii.  Telecommunication: TRAI
iv.  Food Products: FSSAI

v.  Electricity Supply: Electricity Regulatory Commission
vi.  Real Estate Regulatory Authority

Unit 5: Contemporary Issues in Consumer Affairs 13 Lectures




Consumer Movement in India: Evolution of Consumer Movement in India, Formation of
consumer organizations and their role in consumer protection, Misleading Advertisements and
sustainable consumption, National Consumer Helpline, Comparative Product testing,
Sustainable consumption and energy ratings.

Quality and Standardization: Voluntary and Mandatory standards; Role of BIS, Indian
Standards Mark (ISI), Ag-mark, Hallmarking, Licensing and Surveillance; Role of International
Standards: ISO an Overview

Note: Unit 2 and 3 refers to the Consumer Protection Act, 1986. Any change in law would
be added appropriately after the new law is notified

Suggested Readings:

1. Khanna, Sri Ram, Savita Hanspal, Sheetal Kapoor, and H.K. Awasthi. (2007) Consumer
Affairs, Universities Press.

2. Choudhary, Ram Naresh Prasad (2005). Consumer Protection Law Provisions and
Procedure, Deep and Deep Publications Pvt Ltd.

3. G. Ganesan and M. Sumathy. (2012). Globalisation and Consumerism: Issues
and Challenges, Regal Publications

4. Suresh Misra and Sapna Chadah (2012). Consumer Protection in India: Issues

and Concerns, I[IPA, New Delhi

Rajyalaxmi Rao (2012), Consumer is King, Universal Law Publishing Company

Girimaji, Pushpa (2002). Consumer Right for Everyone Penguin Books.

E-books :- www.consumereducation.in

Empowering Consumers e-book, www.consumeraffairs.nic.in

. ebook, www.bis.org

10. The Consumer Protection Act, 1986 and its later versions.
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2010.
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