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Chapter Snapshot

D

1 What is this chapter about? How consumers are protected from exploitation — through
legal rights, government laws (Consumer Protection Act
2019), and a three-tier redressal system.

2 Why is it important? Very high exam weightage. 6 consumer rights, three-tier
redressal system, and Consumer Protection Act 2019
provisions appear regularly in board exams.

3 Real-life use Every time you buy something — on Amazon, from a local
shop, from a service provider — consumer protection law
applies to you.

4 Why do students struggle? The three-tier monetary limits are confusing. Students also
mix up 'rights' with 'responsibilities’. Many still use old 1986
Act limits — wrong.

5 How to study it Learn 6 rights with one example each. Memorise three-tier
system as a table. Learn CCPA separately. Learn methods
of consumer protection.

6 Exam weight High — 6 rights, three-tier system, COPRA 2019 features,
and methods of consumer protection are all tested
regularly.

7 Most important areas 6 Consumer Rights (S-I-C-H-R-E), Three-tier Redressal

System (monetary limits), COPRA 2019 features, Methods
of Consumer Protection, Grievance redressal.

8 Difficulty level Low-Medium. Mostly factual. The 2019 Act updates need
careful attention.

9 Revision time First read — 1.5 hours. Second revision — 40 min. Final
revision — 15 min.

10 One-line summary Consumer protection ensures that buyers have rights, legal

recourse, and a system to get justice — so that markets
remain fair and businesses remain accountable.
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Section 1 Big Picture of the Chapter

Imagine this — you order a brand-new laptop online for X65,000.

Day 1: Laptop arrives — you open it excitedly. But it doesn't switch on. Dead on arrival.
Day 2: You call the seller — 'Not our problem, contact the manufacturer.'
Day 3: You call the manufacturer — 'Damage caused during delivery. Not our fault.'

Day 4: You call the delivery company — 'Box was intact when it left our facility. Not our
problem.’

You've paid X65,000. Got a useless machine. Everyone is pointing fingers. You are the
consumer — and without protection, you have no recourse. You lose.

Now imagine Consumer Protection Act 2019 applies:
e The e-commerce platform (Amazon/Flipkart) is DIRECTLY liable for defective goods
under product liability.
e You file a complaint online with the District Consumer Commission — FREE OF COST.
e Within 45 days, you get either a replacement, a refund, or compensation for mental
agony.
« If the company doesn't comply, its officers face criminal penalties.

That power you have — as a buyer — is Consumer Protection.

This chapter explains: what rights you have as a consumer, what responsibilities you carry,
what law protects you, and where to go when you are cheated.

TEACHER TIP — SMIT SIR

Classroom hook: Tell students: 'Every one of you is a consumer RIGHT NOW. You
bought school uniform, textbooks, snacks, mobile data. Any of these could be defective or
mispriced. Does that bother you? It should. This chapter gives you the legal weapons to
fight back.'

Opening question: 'Has anyone here ever been cheated while buying something —
overcharged, received a defective product, or given wrong information? What did you do
about it?' Their stories = perfect introduction to the need for consumer protection.
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Section 2 Learning Objectives

After studying this chapter, you will be able to:

o0k~ WD

N

8.
9.

10.
11.

Explain the importance of consumer protection — from consumer's and business's
perspective.

State and explain all 6 rights of consumers with examples.
List the responsibilities of consumers.

Define a 'consumer’ under the Consumer Protection Act 2019.
Explain what types of complaints a consumer can file.

Describe the three-tier consumer dispute redressal machinery with correct monetary
limits (2019 Act).

Explain the role and powers of the Central Consumer Protection Authority (CCPA).
Describe the various methods of consumer protection in India.

Explain the role of consumer organisations and NGOs.

Write structured board exam answers on consumer protection topics.

Identify the correct forum (District/State/National) for a given complaint amount in case
studies.
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Section 3 Chapter Map

Topic Topic Name
No.

1 Importance of Consumer From consumer's perspective + From business's
Protection perspective
2 Rights of Consumers 6 Rights: Safety, Informed, Choose, Heard, Redressal,
Education
3 Responsibilities of 7 consumer responsibilities
Consumers
4 Consumer Protection Act Who is a consumer? Grounds for complaint. Reliefs. New
2019 features.
5 Three-tier Redressal System  District (up to X1 cr) — State (X1-10 cr) —» National (above
X10cr)
6 CCPA Central Consumer Protection Authority — role and powers
7 Methods of Consumer Legal framework, Business self-regulation, Consumer
Protection awareness, NGOs
8 Consumer Organisations Role + Examples of major Indian consumer organisations
and NGOs

MEMORY TRICK

Anchor flow: WHY protect (Importance) - WHAT rights (6 rights) - WHAT duties
(responsibilities) - HOW law helps (COPRA 2019) - WHERE to complain (3-tier) —
WHO regulates (CCPA) -~ HOW ELSE (methods) -~ WHO ELSE helps (NGOs).

Key date: Consumer Protection Act 1986 REPLACED by Consumer Protection Act 2019.
Use 2019 Act numbers in EVERY answer — not the old 1986 limits.

© Smit Sir Commerce ¢ Consumer Protection



CBSE Class 12 Business Studies — Chapter 12 | smitsircommerce.vercel.app

Section 4 Key Terms Before Starting

Simple Meaning One-line Example

Consumer A person who buys goods or uses You buying a phone for yourself =
services for personal use — NOT for  consumer. A shop buying 100 phones
resale or commercial purposes. for resale = NOT a consumer.

Consumer Safeguarding consumers from unfair = The law that forces Amazon to give you

Protection trade practices, defective goods, a refund for a dead-on-arrival laptop.

and exploitative services.

COPRA Consumer Protection Act — the You file a complaint under COPRA 2019
main law protecting consumers in when you get a defective AC.
India. Latest version: COPRA 2019.

Consumer Disputes = The three-tier legal forum where District Commission, State Commission,
Redressal consumers file complaints. National Commission.

Commission

Defective goods Goods that have a defect — A mixer grinder that stops working after

manufacturing fault, quality issue, or 1 week of normal use.
performance problem.

Deficiency in Failure by a service provider to A hospital overcharging, insurance

service provide the promised level of company wrongly rejecting a valid claim.
service.

Unfair trade Deceptive, fraudulent, or misleading = False advertisement claiming a slimming

practice methods adopted by sellers to belt reduces 10 kg in 10 days.

promote business.

Restrictive trade A practice that manipulates Forcing customers to buy insurance

practice consumers to buy something they bundled with a home loan without
don't need or pay more. choice.

Product liability Legal responsibility of Maggi noodles recall and compensation
manufacturer/seller to compensate — product liability.
for harm caused by a defective
product.

CCPA Central Consumer Protection CCPA can issue safety notices, recall
Authority — apex body to promote, defective products, and penalise
protect, and enforce consumer companies.
rights.

Consumer Non-government bodies that Consumer Guidance Society of India

Organisation / NGO educate, inform, and represent (CGSI), VOICE, Common Cause.

consumer interests.

Mediation Alternative dispute resolution — a New in COPRA 2019 — faster resolution
neutral mediator helps consumer without formal court hearing.
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Simple Meaning One-line Example

and company settle out of court.
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Section 5 Detailed Topic-wise Notes

Topic 1 Importance of Consumer Protection

Consumer protection is important from two perspectives — the consumer's own interest AND
the business's long-term interest.

A. From the Consumer's Perspective

1. Consumers are scattered and unorganised

Explanation: Unlike businesses (which have trade unions, chambers of commerce, and
industry associations), consumers are millions of individuals — scattered, diverse, and
individually powerless. Without legal protection, a single consumer cannot fight a large
corporation.

EXAMPLE

One customer of HDFC Bank cannot fight HDFC's 77,000 employees and X1 lakh crore
revenue. Consumer protection law levels this playing field.

2. Consumers have limited knowledge and information

Explanation: Consumers rarely have technical knowledge about what they buy — a car buyer
doesn't understand every engineering specification; a patient doesn't understand every drug.
This information asymmetry can be exploited.

EXAMPLE

A patient cannot verify if the hospital is overcharging for a procedure. Consumer protection
law requires doctors to disclose costs and patients to receive itemised bills.

3. Physical and mental harm from defective products

Explanation: Defective products can cause serious physical harm (unsafe food, faulty electrical
appliances, contaminated medicine). Without legal recourse, victims would suffer with no
compensation.

EXAMPLE

Adulterated chilli powder causing serious illness — consumer protection law allows victims
to demand compensation from the manufacturer.
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4. Exploitative market practices

Explanation: Businesses may use false weights, expired products, misleading advertisements,
or artificial shortages to exploit consumers. Consumer protection deters such practices.

EXAMPLE

A grocery shop using a faulty weighing scale that shows 900g as 1 kg cheats customers by
10%. Consumer protection law allows complaint and prosecution.

5. Globalisation increased risks

Explanation: With globalisation, products from across the world are available in India — but
product safety standards and quality controls vary widely. Consumers need protection against
substandard imported products.

EXAMPLE

Cheap imported toys from unknown manufacturers may contain toxic materials. Consumer
protection law mandates that importers ensure safety and are liable for defects.

B. From the Business's Perspective

1. Long-run interest of business

Explanation: A business that ignores consumer interests may earn short-term profit but will
lose customers, face legal action, and eventually fail. Consumer protection forces businesses to
take a long-term view.

EXAMPLE

Nestle's Maggi crisis (2015) — lead contamination caused a product recall worth X500
crore. It took 2 years to rebuild trust. Short-term savings from poor quality caused long-term
losses.

2. Business uses society's resources

Explanation: Every business uses land, water, labour, and natural resources from society. In
return, society expects honest dealing and consumer respect. This is a form of social obligation.

EXAMPLE

A factory that pollutes a river AND sells defective products violates both environmental and
consumer obligations — double failure of social responsibility.

3. Moral and social responsibility
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Explanation: It is morally wrong to exploit consumers. Ethical businesses — like Tata Group —
have built 150-year legacies on consumer trust. Consumer protection is the ethical baseline of
business.

EXAMPLE

Tata's 'Tata Docomo' offered per-second billing instead of per-minute — a consumer-
friendly move that built enormous goodwill even when it cost revenue.

4. Promoting healthy competition

Explanation: Consumer protection laws prevent unfair competition — no business can use
fraud or misleading ads to steal market share from honest competitors. This creates a level
playing field.

EXAMPLE

A food company falsely claiming its product has 'zero calories' misleads consumers AND
harms honest competitors with genuinely healthy products. Consumer protection prevents
this.
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Topic 2 Rights of Consumers — All 6 Rights

These 6 rights are the most tested topic in this chapter. CBSE almost always asks 'Explain
any three rights of consumers with examples.' Know all 6 perfectly.

1. Rightto  Protected from hazardous goods and services. Bureau of Indian Standards
Safety (BIS), Drug safety laws

2. Rightto = Must get full, honest information about what you buy. = Labelling laws, FSSAI

be regulations

Informed

3. Rightto = Access to variety of goods at competitive prices. Competition Act 2002
Choose

4. Rightto = Consumer grievances must be heard and considered. =~ Consumer forums, CCPA
be Heard

5. Rightto = Compensation or replacement for defective goods. Consumer Protection Act 2019
Seek

Redressal

6. Rightto  Awareness of rights and redressal mechanisms. Consumer awareness
Consumer programmes, CCPA
Education

CONSUMER RIGHT
RIGHT 1: Right to Safety

Definition: The right to be protected against products, services, and production processes
that are hazardous to health, life, and property.

Explanation: This is the most fundamental right. Before a product reaches you, it must be
tested for safety. No manufacturer can sell goods that may cause physical harm.

EXAMPLE

BIS (Bureau of Indian Standards) hallmark on gold jewellery, ISI mark on electrical
appliances (ensures they are safe), FSSAI licence on food products. A consumer can
demand these marks as proof of safety.

Exam line: The Right to Safety protects consumers against the marketing of goods and
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services that are hazardous to life and property.
Keywords: hazardous, safety mark, BIS, ISI, FSSAI, life, property, health

CONSUMER RIGHT
RIGHT 2: Right to be Informed

Definition: The right to receive complete, accurate, and honest information about the
quality, quantity, potency, purity, standard, and price of goods and services.

Explanation: Consumers must know WHAT they are buying — ingredients, expiry date,
price, country of origin, side effects (for medicines), warranty terms. Hidden information =
exploitation.

EXAMPLE

FSSAI mandates that all food products carry: ingredients list, nutritional information,
manufacturing date, expiry date, MRP, allergen information, and FSSAI licence number. A
product without these violates the Right to be Informed.

Exam line: Right to be Informed enables consumers to make informed choices and
protects them from false or misleading claims by sellers.

Keywords: information, quality, quantity, price, MRP, ingredients, expiry, informed choice,
transparency

CONSUMER RIGHT
RIGHT 3: Right to Choose

Definition: The right to access a variety of goods and services at competitive prices —
without being forced to buy any specific brand or product.

Explanation: No seller can force a consumer to buy only their product, or bundle products
without giving the consumer a choice. Monopolies that deny consumer choice are illegal.

EXAMPLE

Forcing a hospital patient to buy medicines only from the hospital's in-house pharmacy (at
3x MRP) violates the Right to Choose — the patient must be free to buy from any
pharmacy. Banks cannot force customers to buy insurance only from their tied partners.
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Exam line: Right to Choose ensures that consumers are not subjected to monopolistic
practices and can select from a range of competitive products and prices.

Keywords: variety, choice, competitive prices, no monopoly, free to choose

CONSUMER RIGHT
RIGHT 4: Right to be Heard

Definition: The right of consumers to be heard and have their views and complaints given
due consideration in decision-making processes — both by businesses and government.

Explanation: Consumers must have a voice. Businesses must have complaint
mechanisms. Government must consult consumers before making policies that affect them.

EXAMPLE

Zomato's customer complaint button, Amazon's return and refund process, IRCTC's
grievance portal — these are channels for the Right to be Heard. The CCPA (Central
Consumer Protection Authority) is the government's mechanism for hearing consumer
voices at the national level.

Exam line: Right to be Heard ensures that consumer interests are considered in policy
formation and that consumers can voice complaints against unfair trade practices.

Keywords: complaint mechanism, grievance, voice, participation, CCPA, redressal

CONSUMER RIGHT
RIGHT 5: Right to Seek Redressal

Definition: The right to seek fair settlement and compensation against unfair trade
practices, defective goods, or unsatisfactory services.

Explanation: When a consumer is wronged, they must have access to a system that gives
them justice — replacement, refund, repair, or compensation. The three-tier consumer
court system exists to provide this.

EXAMPLE

A consumer buys a washing machine that breaks down within warranty. The company
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refuses to repair. The consumer files a complaint with the District Consumer Commission
- gets an order for free repair + 10,000 compensation for inconvenience.

Exam line: Right to Seek Redressal empowers consumers to get compensation,
replacement, or refund for defective goods, unsatisfactory services, or unfair trade
practices.

Keywords: compensation, replacement, refund, repair, redressal, consumer forum, three-
tier, justice

CONSUMER RIGHT
RIGHT 6: Right to Consumer Education

Definition: The right of consumers to acquire knowledge and skills to make informed
decisions — awareness of their rights, available remedies, and protection mechanisms.

Explanation: An uneducated consumer is the easiest to exploit. Consumer education
creates awareness of rights, how to read labels, how to identify unfair practices, and how to
file complaints.

EXAMPLE

CCPA's National Consumer Helpline (1800-11-4000), SEBI's investor education portal,
RBI's financial literacy programmes, FSSAI's 'Eat Right India’ campaign — all are
consumer education initiatives. Schools including Chapter 12 in Business Studies is itself
consumer education.

Exam line: Right to Consumer Education ensures that consumers are aware of their rights,
the legal protection available, and how to use consumer forums for grievance redressal.

Keywords: education, awareness, knowledge, rights, helpline, consumer forum, financial
literacy

MEMORY TRICK

Memory trick — 6 Rights — "S-I-C-H-R-E":
S — Safety

I — Informed

C — Choose
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H — Heard
R — Redressal
E — Education

Story: "Saher's Indian Children Have Real Education.”

Quick test: Can you name all 6 rights in order without looking? S-I-C-H-R-E. If yes —
you've earned these marks.
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Topic 3 Responsibilities of Consumers

With rights come responsibilities. CBSE often asks 'State any three/four consumer
responsibilities.' Know all 7.

Example

1.Be  Every consumer must know their 6 rights Reading about Consumer Protection Act 2019
aware and available legal remedies. online before buying.

(Kno

w

your

rights)

2. Don't be lured by false, exaggerated, or '‘Burns belly fat in 7 days' claims from a
Bewa misleading claims. slimming tea company are unverified.
re of

misle

ading

advert

iseme

nts

3. Look for quality certification marks before Buy ISI-marked electrical goods, FSSAI-
Buy buying. licensed food, Hallmarked gold, Agmark farm
ISI/ produce.

Agma

rk /

FSSA

I/

Hallm

ark

certifi

ed

goods

4. Always take a bill / cash memo for every Without a bill, you cannot prove you bought
Obtai  purchase — proof of transaction. the product if it's defective.

na

cash

memo

/

receip

t

5. Join or support consumer groups that fight Joining a local consumer forum or subscribing
Form  for collective consumer interests. to Consumer Voice magazine.

consu

mer

organi

sation

S
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Example

6. File Don't remain silent when cheated — file If cheated, file with District Consumer
a complaints with the consumer commission. Commission — it's free and effective.
compl

aint

7.Be  Don't always buy the cheapest — check Buying a X200 helmet vs a X2,000 ISI-
qualit  quality, certification, and safety. certified helmet — cheap may cost your life.

consc
ious,
not
just
price
consc
ious

COMMON MISTAKE

Common exam mistake: Students list 'rights' when asked for 'responsibilities'. Rights =
what the LAW gives you. Responsibilities = what YOU must do as a consumer. Different
list.
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Topic 4 Consumer Protection Act 2019 (COPRA 2019)

The Consumer Protection Act 1986 was replaced by the Consumer Protection Act 2019. This is
crucial — always use 2019 Act figures and provisions in your answers.

A. Who is a Consumer? (COPRA 2019 Definition)

DEFINITION

A consumer is a person who:

(a) Buys any goods for a consideration (money or otherwise) — NOT for resale and NOT
for commercial purpose.

(b) Hires or avails of any services for a consideration — NOT for commercial purpose.

Also includes: Any user of such goods — with the approval of the buyer — is also
considered a consumer (e.g., a gift receiver using the gifted product).

Who IS a Consumer? Who is NOT a Consumer?

Priya buys a laptop for personal use. Vikram buys 50 laptops for his shop — he's a
trader (for resale).

A school buys chairs for its classrooms (use, not A contractor buying raw materials to build houses
resale). and sell them (commercial purpose).

You buy a pizza from Domino's for lunch. A hotel buying groceries to cook and sell food
(commercial purpose).

A student buys a coaching course online. A company buying consulting services to resell to
its clients.

B. Grounds for Consumer Complaint (What can you complain about?)

Under COPRA 2019, a consumer can file a complaint for any of the following:

T

1. Goods with a manufacturing defect, poor A new refrigerator that doesn't cool properly
Defective quality, or sub-standard performance. from Day 1.

goods

2. Service provider fails to provide promised = Hospital overcharging, insurance company
Deficiency  quality of service. wrongly rejecting claim, airline losing

in services luggage.

3. Unfair Deceptive, fraudulent, or false Claiming a fairness cream makes skin 10
trade representation by a seller. shades lighter — false/unscientific claim.
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T S N

practice

4. Forcing a consumer to buy something Forcing home loan customers to buy fire
Restrictive  they don't need or tying products together.  insurance from the same bank.
trade

practice

5. Sale of = Selling goods that are unsafe or Selling children's toys with small parts that
hazardous dangerous to life and property. could be swallowed.

goods

6. Charging above the printed MRP A cinema multiplex charging X300 for a
Overcharg (Maximum Retail Price). bottle of water with MRP of X20.

ing

C. Reliefs Available to Consumer
Once a complaint is accepted and proved, the Consumer Commission can grant the following 8
types of relief:
12. Removal of defects from the goods.
13. Replacement of defective goods with new goods.
14. Refund of the price paid for the goods.
15. Compensation for loss or injury suffered by the consumer.
16. Discontinuance of the unfair trade practice or restrictive trade practice.
17. Withdrawal of the dangerous goods from the market.
18. Ordering the company to issue a corrective advertisement.
19. Adequate costs to the parties (payment of legal costs).

D. New / Unique Features of Consumer Protection Act 2019

The 2019 Act brought several revolutionary changes over the 1986 Act. Very likely exam
question.

Act)

1. E-commerce included = Online sellers, platforms (Amazon, Consumers buying online get same
Flipkart) explicitly covered. protection as offline.

2. Product Liability Manufacturer, seller, and e- Multiple parties can be held
commerce platform ALL liable for responsible for one defective
defective products. product.

3. Central Consumer New apex regulatory body created. Can recall unsafe products, cancel

Protection Authority licences, impose penalties without

(CCPA) going to court.

4. Mediation Alternative dispute resolution — Faster resolution than court process
disputes resolved through mediation = — saves time and cost.

© Smit Sir Commerce ¢ Consumer Protection



CBSE Class 12 Business Studies — Chapter 12 | smitsircommerce.vercel.app

Act)

first.
5. Complaint from home Consumer can file complaint from Online filing of complaints — digital
any location — not just where consumer protection.

purchase was made.

6. Strict penalties for Company + celebrity endorser can Now celebrities endorsing fake

misleading ads be penalised for false/misleading health/beauty products can be
advertisements. personally penalised.

7. Revised monetary District (X1 cr), State (X1-10 cr), Higher limits allow more cases at

limits National (above X10 cr). District level — faster resolution.

8. Unfair contract terms  Terms in contracts that are one- Hidden clauses in app terms of

covered sided or unfair to consumer are now  service, insurance policies can be
actionable. challenged.

EXAM TIP

Crucial exam note: If a question asks 'Features of Consumer Protection Act' — write the
2019 Act features above. If it asks 'What is new in 2019 Act?' — compare with 1986 Act.
The monetary limits (X1 crore, 10 crore) are 2019 Act limits. NEVER use the old 1986
limits (20 lakh, X1 crore) in your answers.
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Topic 5 Three-Tier Consumer Dispute Redressal Machinery

This three-tier system is the backbone of consumer justice in India. Most frequently tested
topic in this chapter — both as direct questions and case-study applications.

TIER 3  National Consumer Disputes Complaints above 10 crore = Supreme Court of
Redressal Commission (NCDRC) India
New Delhi

pl=:&4 State Consumer Disputes Redressal Complaints from X1 croreto  National
Commission (SCDRC) State Capital =~ X10 crore Commission

(NCDRC)

=& 8 District Consumer Disputes Complaints up to X1 crore State Commission

Redressal Commission (DCDRC) (SCDRC)

District Headquarters

- District Consumer Disputes Redressal Commission (DCDRC)

T T R

Location District headquarters — at least one per district in India

Jurisdiction (Claim Complaints up to X1 crore (Consumer Protection Act 2019)

Amount)

Composition 1 President (retired District Judge or equivalent) + 2 Members

Filing fee Nominal — prescribed by the government (varies by claim amount)

Time limit to file Within 2 years of the cause of action (defect/deficiency)

Appeals If unhappy with DCDRC's decision, appeal to State Commission within 45
days

Example case Buying a washing machine for 45,000 that breaks down - file here

- State Consumer Disputes Redressal Commission (SCDRC)

T,

Location State capital

Jurisdiction (Claim Complaints from X1 crore to X10 crore
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Amount)

Composition 1 President (retired High Court Judge) + 4 Members

Also hears Appeals from District Commission decisions

Time limit to appeal Within 45 days of DCDRC order

Appeals If unhappy with SCDRC's decision, appeal to National Commission within
30 days

Example case Eluyri]ng a flat for X3 crore where the builder cheated on specifications -
ile here

- National Consumer Disputes Redressal Commission (NCDRC)

Location New Delhi

Jurisdiction (Claim Complaints above X10 crore

Amount)

Composition 1 President (retired Supreme Court Judge) + several Members

Also hears Appeals from State Commission decisions

Time limit to appeal Within 30 days of SCDRC order

Appeals If unhappy with NCDRC's decision, final appeal to Supreme Court of India

Example case A tﬁtcﬂ of defective medicines worth X50 crore causing widespread harm
- file here

Quick Reference — Three-Tier System

District Commission Up to X1 crore President + 2 State Commission
(DCDRC) Members
State Commission X1 crore to X10 President + 4 National Commission
(SCDRC) crore Members
National Commission Above %10 crore President + several Supreme Court
(NCDRC) Members

MEMORY TRICK
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Memory trick for the AMOUNTS:

District: "D for District = D for Desi = X1 crore max" (small/local claims)
State: 'S for State = S for Sizable = X1 crore to X10 crore"

National: "N for National = N for Nightmare-sized = Above X10 crore"

Pyramid logic: Most consumer cases are small - District handles most. Few cases are
huge — National handles least. The pyramid shape is correct.

EXAM TIP

Case-study formula for identifying the right forum:

Step 1: Find the CLAIM AMOUNT in the case.

Step 2: Apply: < X1 cr = District. X1 cr—X10 cr = State. > 10 cr = National.

Step 3: Name the full form of the commission — don't abbreviate in exam answers.

Watch out: 'Claims of X1 crore' go to DISTRICT commission (up to X1 crore is inclusive).
'X10 crore' claims go to STATE commission. Claims ABOVE X10 crore — National.
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Topic 6 Central Consumer Protection Authority (CCPA)

DEFINITION

Headquarters: New Delhi.
Headed by: Chief Commissioner + Commissioners.

The Central Consumer Protection Authority (CCPA) is a new apex regulatory body
established under the Consumer Protection Act 2019 to promote, protect, and
enforce the rights of consumers in India.

Functions | Powers of CCPA

Power | Function Explanation m

Enquire into violations
of consumer rights

Recall unsafe products

Cancel licences

Impose penalties

Issue safety notices

Investigate unfair trade

practices

File class action
complaints

CCPA can suo motu (on its own)
investigate violations of consumer rights
— no complaint needed.

Order recall of goods that are unsafe,
hazardous, or sub-standard.

Cancel licences of businesses engaged in
unfair trade practices or producing unsafe
goods.

Impose fines on companies AND
individual endorsers for misleading
advertisements.

Issue public notices warning consumers

about unsafe products.

CCPA has an investigation wing that can
conduct raids and inspections.

CCPA can file a complaint on behalf of
ALL consumers affected — not just one.

CCPA investigates airlines for
consistently overcharging on
ancillary services.

CCPA orders recall of an e-
scooter model that catches
fire.

CCPA cancels food licence of
a manufacturer found using
adulterated oil.

A company + its celebrity
brand ambassador fined for
false weight-loss claims.

CCPA issues alert about a
brand of baby food found
contaminated.

CCPA inspects e-commerce
platforms for dark patterns
(hidden charges).

CCPA files complaint against
all airlines for systematic
overpricing of web check-in.

EXAMPLE

Real example (2022): CCPA penalised multiple companies for misleading advertisements
during COVID — companies claiming their products prevented or cured COVID-19. CCPA
issued notices, imposed fines, and ordered withdrawal of the false ads. This is CCPA's
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protective + regulatory power in action.
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Topic 7 Methods of Consumer Protection

Consumer protection is provided through multiple methods working simultaneously — not just
through the courts.

1. Legal Framework (Government Laws)

Explanation: The government provides protection through a comprehensive set of laws. These
give consumers rights and businesses obligations.

Law Consumer Protection Provided

Consumer Protection Act Main consumer protection law — 6 rights, three-tier system, CCPA,
2019 product liability, e-commerce coverage.
Competition Act 2002 Prevents monopolies and ensures consumer choice through healthy

market competition.

Food Safety and Standards Regulates food safety, labelling, and quality of all food products.
Act (FSSAI)

Bureau of Indian Standards Ensures quality standards through 1SI mark, Hallmark, etc.
(BIS) Act

Legal Metrology Act Ensures fair weights and measures — prevents short-weighing.
Drug and Cosmetics Act Regulates quality, safety, and labelling of drugs and cosmetics.

Essential Commodities Act Controls supply, pricing, and distribution of essential goods.

2. Business Self-Regulation
Explanation: Ethical businesses voluntarily follow fair practices — beyond legal requirements
— because customer trust is the foundation of long-term profit.

e Transparent pricing — showing all costs, no hidden charges.

e Honest advertising — ASCI (Advertising Standards Council of India) self-regulatory
code.

e Strong warranty and return policies.
e Customer grievance redressal teams.
e Corporate Social Responsibility (CSR) activities.

EXAMPLE

Amazon's 'No questions asked return policy', Tata's transparent billing, Ola/Uber's refund
for cancelled rides — voluntary business practices that go beyond legal minimum.

3. Consumer Awareness
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Explanation: An informed consumer is a protected consumer. The more consumers know their
rights, the less vulnerable they are to exploitation.

e Government's 'Jago Grahak Jago' campaign — national consumer awareness initiative.

¢ National Consumer Helpline: 1800-11-4000 (toll-free).

* CCPA's consumer education initiatives.

» FSSAI's 'Eat Right India' campaign on food safety.

e RBI's financial literacy programmes.

« Social media and digital platforms spreading consumer rights knowledge.

4. Consumer Organisations and NGOs

Explanation: Non-governmental organisations play a vital role in protecting consumers —
testing products, advocating for consumer rights, educating the public, and representing
consumers in legal proceedings.

» Consumer Guidance Society of India (CGSI) — Mumbai

e VOICE (Voluntary Organisation in Interest of Consumer Education) — New Delhi

e Common Cause — New Delhi

e Consumer Education and Research Centre (CERC) — Ahmedabad

e Consumer Forum — various states

EXAMPLE

CGSil regularly tests products and publishes findings. CERC has filed PILs on behalf of
consumers. These organisations make the market more accountable.

MEMORY TRICK

Trick for 4 methods — "L-B-A-N":

L — Legal framework (Government laws)
B — Business self-regulation

A — Awareness (Consumer education)
N — NGOs / Consumer organisations

Recall: "Laws Build Awareness Now."
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Topic 8 Role of Consumer Organisations and NGOs

Consumer organisations are non-profit, non-governmental bodies that work to protect and
promote the interests of consumers.

Role of Consumer Organisations:

1. Collecting and
disseminating
information

2. Filing complaints on
behalf of consumers

3. Legal aid to
consumers

4. Educating consumers
5. Organising campaigns
6. Publishing consumer

journals

7. Creating consumer
awareness

8. Lobbying government

Test products for quality, safety, and value. Publish findings in consumer
magazines and websites.

Represent individual consumers or groups in Consumer Commissions.
Provide free or subsidised legal advice and representation to aggrieved

consumers.

Conduct seminars, workshops, and awareness programmes on consumer
rights.

Run campaigns against spurious goods, misleading advertisements, and
unfair practices.

Magazines and reports (like '‘Consumer Voice' magazine) that rate and
compare products.

Spread awareness through media, social platforms, and community
outreach.

Advocate for stronger consumer protection laws and policies.

Major Consumer Organisations in India:

ion

Consumer Guidance Society of India CGSI

Voluntary Organisation in Interest of

Consumer Education

Common Cause

Consumer Education and Research

Centre

Mumbai Grahak Panchayat

Mumbai Product testing, consumer advice,

advocacy

VOICE New Delhi Consumer rights awareness,
product comparisons

— New Delhi PILs (Public Interest Litigations)
on behalf of consumers

CERC Ahmedabad  Consumer advocacy, research,
legal aid

MGP Mumbai Cooperative consumer

movement, fair price shops
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Section 7 Critical Difference Tables

7.1 Consumer Protection Act 1986 vs Consumer Protection Act 2019

m COPRA 1986 (Old) COPRA 2019 (New/Current)

Year

E-commerce

Product Liability

CCPA

Mediation

File complaint from

District
Commission limit

State Commission
limit

National
Commission limit

Celebrity liability

1986 2019 (Replaced the 1986 Act)

Not covered (internet didn't exist) Explicitly covered — online sellers
accountable

Not covered Covered — manufacturer + seller +
platform ALL liable

Not established Central Consumer Protection Authority
created

Not available Mediation available as alternative
resolution

Only where purchase was made From any place in India (including
online)

Up to X20 lakh Up to X1 crore

%20 lakh to X1 crore X1 crore to X10 crore

Above X1 crore Above X10 crore

No provision Endorsers liable for misleading
advertisements

7.2 Rights vs Responsibilities of Consumers

[ s | mee | Responshites

Meaning

Number
Source

Examples

Nature

What the LAW gives consumers — What consumers MUST DO to protect
legal entitlements. themselves and others.

6 rights 7 responsibilities

Consumer Protection Act 2019. Moral, ethical, and social obligation.
Right to Safety, Right to Choose. Buy certified goods, get a cash memo,

file complaints.

Passive — legal protection even Active — consumer must take action.
without action.
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Section 9 All Memory Tricks at One Place

T T S N

6 Consumer Rights S-1-C-H-R-E Safety, Informed, Choose, Heard, Redressal,
Education
Three-tier amounts D-1cr / S-1to10cr / N- District <1 cr, State 1-10 cr, National >10 cr
abovelOcr
4 Methods of Protection = L-B-A-N Legal framework, Business self-regulation,

Awareness, NGOs

Grounds for complaint D-D-U-R-H-O Defective goods, Deficiency in service, Unfair
trade, Restrictive trade, Hazardous,
Overcharging

8 Reliefs available Rem-Rep-Ref-Comp-Disc- Removal, Replacement, Refund,
Withdraw-Correct-Cost Compensation, Discontinue, Withdraw,
Corrective ad, Costs

Key Indian laws COPRA + BIS + FSSAI + The consumer protection legal framework
Competition + Legal
Metrology
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Section 10 Case Study Practice

Case Study 1 — Easy (Identify the Right)

CASE STUDY

Case: Identify which consumer right has been violated in each situation below:

(a) Ramesh buys a packet of chips. When he opens it, he sees it contains less than the
weight printed on the pack.

(b) Priya buys a hair dye that causes a severe allergic reaction — but there was no warning
on the product about potential allergens.

(c) A mobile company sells a phone without a warranty card. When the phone develops a
fault, the company refuses any service, saying 'no warranty document means no service'.

(d) A hospital refuses to show Anita the bill breakdown for her surgery, only giving a total
amount.

(e) A cable operator in a locality tells customers they MUST subscribe to his bundle — they
cannot choose individual channels.

Answers:

(a) Right to be Informed — the weight printed was misleading. Consumer has the right to
accurate information about quantity.

(b) Right to Safety — no allergen warning on a product that causes harm violates the
consumer's right to be protected.

(c) Right to Seek Redressal — the company cannot deny service unjustly. Refusal =
denial of redressal right.

(d) Right to be Informed — the hospital must provide itemised bill. Hiding information from
the patient = violation.

(e) Right to Choose — forcing customers into a bundle without option violates their right to
choose individual services.

Keywords: right to safety, right to information, right to choose, right to redressal, consumer
rights, COPRA 2019.

Case Study 2 — Moderate (Which Consumer Forum?)

CASE STUDY

Case: Identify the correct Consumer Commission (District/State/National) for each

© Smit Sir Commerce ¢ Consumer Protection



CBSE Class 12 Business Studies — Chapter 12 | smitsircommerce.vercel.app

complaint below:

(a) Mr. Arjun paid X75,000 for a TV that developed problems after 3 months. Company
refused repair.

(b) Ms. Kavitha bought a flat for X2.5 crore. The builder delivered the flat 3 years late and
with several construction defects.

(c) ABC Pharma sold a batch of medicines worth X18 crore to hospitals. The medicines
were found to be sub-standard, causing harm to 100 patients.

(d) A group of consumers paid X85 lakh total to a real estate company for plots. The
company vanished without delivering plots.

(e) Riya paid X1,200 for a restaurant meal that caused food poisoning.

Answers:

(a) District Consumer Disputes Redressal Commission — claim 75,000 is well below
X1 crore.

(b) State Consumer Disputes Redressal Commission — claim 2.5 crore is between X1
crore and X10 crore.

(c) National Consumer Disputes Redressal Commission — claim X18 crore exceeds
X10 crore.

(d) District Consumer Disputes Redressal Commission — total claim X85 lakh is below
X1 crore.

(e) District Consumer Disputes Redressal Commission — claim 1,200 is obviously
below X1 crore. (Also: can use CCPA for food safety violation.)

Mistake to avoid: For (d), students may be confused by 'group of consumers'. The TOTAL
claim amount determines the forum — not per-person amount. X85 lakh total = District.

Case Study 3 — Difficult / HOTS (CCPA + Rights + Redressal)

CASE STUDY

Case: 'SlimQuick Ltd." is a health supplement company. It runs TV ads claiming its product
'Slim30' burns 5 kg of fat guaranteed in 30 days. A famous celebrity endorses the product.
Thousands of consumers buy it for 2,000 each. The product has zero scientific evidence
for these claims and causes stomach problems in many users. A consumer organisation
files a complaint. The government body takes action.

Q1: Which consumer rights are violated in this case?
Q2: Which body will take action? Explain its powers in this case.
Q3: What reliefs can consumers individually seek and where?

Answer Q1 — Consumer Rights violated:
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(i) Right to Safety — Slim30 causes stomach problems = physically harmful product.
(i) Right to be Informed — False claims ('5 kg in 30 days') = misleading information.

(iii) Right to Seek Redressal — consumers who suffered harm and paid 2,000 need
compensation.

Answer Q2 — CCPA takes action:

The Central Consumer Protection Authority (CCPA) will take action under Consumer
Protection Act 2019. It will:

» Order withdrawal of Slim30 from all markets (unsafe product).
* Impose penalties on SlimQuick Ltd. for misleading advertisements.

* Penalise the celebrity endorser — 2019 Act specifically makes endorsers liable for false
advertising.

» Order corrective advertisement — company must publicly correct its false claims.
* File a class action complaint on behalf of all affected consumers.

Answer Q3 — Individual consumer relief:

Each consumer paid 2,000 individually. 2,000 is far below X1 crore - file with the
District Consumer Disputes Redressal Commission.

Reliefs they can seek: (a) Refund of X2,000. (b) Compensation for medical expenses due
to stomach problems. (c) Compensation for mental agony.

Keywords: CCPA, right to safety, right to information, misleading advertisement, celebrity
endorser liability, COPRA 2019, District Commission, refund, compensation.
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Section 11 Exam-Oriented Questions & Answers

A. One-mark Questions

Q1. Name the six rights of consumers.

Ans. Safety, Right to be Informed, Right to Choose, Right to be Heard, Right to Seek
Redressal, Right to Consumer Education.

Q2. What is the jurisdiction of the District Consumer Commission under COPRA 2019?
Ans. Complaints up to X1 crore (One Crore).

Q3. Who replaced the Consumer Protection Act 19867
Ans. Consumer Protection Act 2019 (COPRA 2019).

Q4. What is CCPA?

Ans. Central Consumer Protection Authority — an apex body created under COPRA 2019 to
protect and enforce consumer rights.

Q5. Give one ground for filing a consumer complaint.
Ans. Defective goods OR deficiency in service (any one).

Q6. What does 'Jago Grahak Jago' mean and what is it?

Ans. 'Wake up, Consumer!" — a national consumer awareness campaign by the Government of
India.

Q7. Is someone who buys goods for resale a '‘consumer' under COPRA 20197
Ans. No — a person who buys goods for resale or commercial purposes is NOT a consumer

under COPRA 2019.

Q8. Name one relief available to a consumer under COPRA 2019.
Ans. Refund of price / Replacement of goods / Compensation for loss (any one).

B. Three-mark Questions

Q1. Explain any three rights of consumers under the Consumer Protection Act 2019.
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Ans. (i) Right to Safety — consumers are protected from goods and services that are
hazardous to life, health, and property. Example: ISI mark on electrical appliances ensures
safety standards are met.

Ans. (ii) Right to be Informed — consumers must receive complete, accurate information about
goods/services — quality, quantity, price, ingredients, expiry date, MRP. Example: FSSAI
mandates all food labelling.

Ans. (iii) Right to Seek Redressal — consumers can seek fair compensation or replacement for
defective goods, unsatisfactory services, or unfair trade practices through the three-tier
consumer court system.

Q2. Explain the three-tier consumer dispute redressal system in India.
Ans. India has a three-tier Consumer Dispute Redressal Machinery under COPRA 2019.

Ans. (i) District Consumer Disputes Redressal Commission (DCDRC): At district level. Handles
complaints up to X1 crore. Appeals go to State Commission.

Ans. (ii) State Consumer Disputes Redressal Commission (SCDRC): At state capital. Handles
complaints from X1 crore to X10 crore. Appeals go to National Commission.

Ans. (iii) National Consumer Disputes Redressal Commission (NCDRC): At New Delhi. Handles
complaints above X10 crore. Appeals go to Supreme Court.

Q3. What is the Consumer Protection Act 2019? State any three new features compared to the
1986 Act.

Ans. Consumer Protection Act 2019 (COPRA 2019) is the landmark legislation that replaced
the Consumer Protection Act 1986 — providing stronger, broader, and more modern consumer
protection in India.

Ans. (i) E-commerce coverage: Online platforms (Amazon, Flipkart) are explicitly covered —
consumers buying online get the same protection as offline.

Ans. (i) Product Liability: Manufacturer, seller, AND e-commerce platform can all be held liable
for defective products — multiple parties responsible.

Ans. (iii) CCPA established: Central Consumer Protection Authority created — can recall
unsafe products, cancel licences, and penalise companies including celebrity endorsers.

C. Five & Six-mark Questions

Q1. 'Consumer protection is important not just for consumers but also for businesses.' Explain.
Ans.
From Consumer's Perspective:

 Scattered and unorganised: Consumers cannot fight large businesses alone without legal
protection.

« Limited knowledge: Consumers lack technical expertise — they can be easily misled without
legal protection.
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* Physical harm from defective products: Dangerous goods cause serious injury — law
provides compensation.

» Exploitative practices: Businesses may use false weights, misleading ads — law deters such
practices.

From Business's Perspective:

* Long-term interest: Loyal customers = sustainable profit. Exploitative businesses lose
customers.

« Social obligation: Businesses use society's resources — fair dealing is a moral duty.

* Healthy competition: Consumer protection ensures no business gains unfair advantage
through fraud.

Conclusion: Consumer protection creates a WIN-WIN environment — consumers are
protected and honest businesses thrive.

Q2. Explain all six rights of consumers under the Consumer Protection Act 2019.
Ans.

* Right to Safety: Protected from hazardous goods and services. Example: BIS-certified
electrical appliances.

* Right to be Informed: Accurate, complete information about price, quality, ingredients, expiry.
Example: FSSAI food labelling.

* Right to Choose: Access to variety at competitive prices. No forced buying. Example: Cannot
be forced to buy from one pharmacy.

* Right to be Heard: Grievances must be heard by businesses and government. Example:
CCPA, consumer forums.

* Right to Seek Redressal: Fair compensation/replacement for defects. Example: District
Commission orders refund.

* Right to Consumer Education: Awareness of rights and redressal mechanisms. Example:
‘Jago Grahak Jago', National Consumer Helpline 1800-11-4000.

Conclusion: These 6 rights — S-I-C-H-R-E — together ensure consumers are safe, informed,
empowered, and have justice.

D. MCQs

Q1. Which right protects consumers from hazardous goods?
(a) Right to Choose
(b) Right to be Heard
(c) Right to Safety
(d) Right to Education
Ans. (c) Right to Safety.

Q2. Under COPRA 2019, a complaint worth X5 crore goes to —
(a) District Commission
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(b) State Commission
(c) National Commission
(d) Supreme Court
Ans. (b) State Commission — jurisdiction: X1 crore to X10 crore.

Q3. Which of the following is NOT a ground for consumer complaint?
(a) Defective goods
(b) Change in government policy
(c) Unfair trade practice
(d) Overcharging above MRP
Ans. (b) Change in government policy — this is not a grievance against a seller.

Q4. The CCPA was established under —
(a) Consumer Protection Act 1986
(b) Competition Act 2002
(c) Consumer Protection Act 2019
(d) SEBI Act 1992

Ans. (c) Consumer Protection Act 2019.

Q5. A person who buys goods for resale is —
(a) A consumer
(b) Not a consumer
(c) A privileged consumer
(d) An industrial consumer

Ans. (b) Not a consumer — under COPRA 2019, buying for resale excludes a person from
being a consumer.

E. Assertion-Reason

Q. Assertion (A): A person buying goods for commercial resale is not considered a consumer
under COPRA 2019.

Reason (R): The Consumer Protection Act 2019 defines a consumer as someone who buys
goods NOT for resale and NOT for commercial purposes.

Options: (a) Both A and R true, R correctly explains A. (b) Both A and R true, R does NOT
explain. (c) A true, R false. (d) A false, R true.

Ans. (a) — Both correct. R precisely explains why A is true. The definition in COPRA 2019
excludes commercial buyers from consumer protection.
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Section 12 Board Exam Answer Writing Guide

Case-study trigger table — Identify concept quickly

Dangerous/hazardous product, causes physical
harm

False/incomplete label, missing
ingredients/MRP/expiry

Forced to buy bundled product, no choice given
Complaint not heard, company ignores grievance
Wants refund/replacement for defective product
Consumer unaware of rights, needs education
Claim amount < X1 crore

Claim amount X1 crore to X10 crore

Claim amount > %10 crore

False advertisement + celebrity endorser

Online purchase defective, e-commerce platform

Company refuses to show bill breakdown
Overcharging above MRP

Product recall / ban

Right to Safety

Right to be Informed

Right to Choose

Right to be Heard

Right to Seek Redressal

Right to Consumer Education
District Consumer Commission
State Consumer Commission
National Consumer Commission

CCPA action + misleading ad penalty (COPRA
2019)

Consumer Protection Act 2019 — e-commerce
coverage

Right to be Informed
Ground for complaint — overcharging

CCPA power — recall unsafe products

EXAM TIP

example. Don't skip any.

Board exam writing rules for this chapter:
6-mark on rights: Name all 6 in the intro (S-I-C-H-R-E), then explain each with 2 lines + 1

3-tier question: Always write FULL NAMES (not abbreviations) + jurisdiction amount +
composition + appeals to. That covers all marks.

COPRA 2019: Any question on ‘features of consumer protection law' = write 2019 Act
features (e-commerce, CCPA, product liability, mediation, revised amounts). Never use
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1986 Act limits.
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Section 13 Common Doubts Students Ask

Doubt 1: Sir, which Consumer Protection Act should | use — 1986 or 2019?

Smit Sir's answer: Always the 2019 Act. It replaced 1986 completely. Use 2019 monetary
limits (X1 crore, 10 crore). Use 2019 features (CCPA, e-commerce, product liability). NEVER
use 1986 limits in any board answer.

Doubt 2: Sir, what is the difference between 'defective goods' and 'deficiency in service'?
Smit Sir's answer: Defective goods = problem with a PHYSICAL PRODUCT (manufacturing
fault, quality issue). Deficiency in service = problem with a SERVICE provided (hospital
overcharging, airline losing luggage, insurance wrongly rejected). Different complaints — but
both are grounds under COPRA 2019.

Doubt 3: Sir, if my claim is EXACTLY X1 crore — which commission do | go to?

Smit Sir's answer: District Commission — it covers 'up to X1 crore' (inclusive). Exactly X1 crore
= District. X1 crore and X1 = State Commission.

Doubt 4: Sir, what is the difference between Rights to be Informed and Right to be
Heard?

Smit Sir's answer: Right to be Informed = getting INFORMATION about the product
(before/during purchase). Right to be Heard = having your COMPLAINT listened to (after a
problem). Both involve communication — but at different stages.

Doubt 5: Sir, can a group of consumers file one complaint?

Smit Sir's answer: Yes — a group of consumers with the same grievance can file a 'class
action' complaint. CCPA can also file on behalf of affected consumers. Individual amount may
be small, but total claim determines the forum.

Doubt 6: Sir, if a celebrity falsely endorses a product — can they be punished?

Smit Sir's answer: YES — under COPRA 2019, celebrity endorsers who endorse misleading
advertisements can be personally penalised. First offence: fine up to 10 lakh. Repeat offence:
up to X50 lakh + ban from endorsement for 1-3 years.

Doubt 7: Sir, can I file a consumer complaint online?

Smit Sir's answer: YES — under COPRA 2019, you can file a complaint from ANYWHERE in
India, including online (consumerhelpline.gov.in). You don't have to go to the district where the
product was purchased. This is a major improvement over the 1986 Act.
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Doubt 8: Sir, is 'Jago Grahak Jago' a government programme?

Smit Sir's answer: Yes — 'Jago Grahak Jago' (Wake up, Consumer!) is an initiative of the
Department of Consumer Affairs, Government of India. It aims to spread consumer awareness
through ads, posters, helplines, and social media.

Doubt 9: Sir, is filing a consumer complaint free?

Smit Sir's answer: The filing fee is very nominal and varies by claim amount — far less than
going to a civil court. For many small complaints (under X5 lakh), the fee is minimal. Legal
representation is also not mandatory.

Doubt 10: Sir, who are consumer organisations helpful if courts exist?

Smit Sir's answer: Courts are formal and slow. Consumer organisations provide: (a) free
awareness and education, (b) pre-court advice and negotiation, (c) legal aid, (d) class action
support, (e) product testing — all without going to court. They complement the legal system.
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Section 14 Common Mistakes to Avoid

Mistake 1: Using 1986 Act monetary limits

What students do wrong: 'District Commission handles claims up to 20 lakh.'

Why it is wrong: X20 lakh was the 1986 Act limit. COPRA 2019 changed it to X1 crore. Wrong
limit = factual error.

Correct way: District: up to X1 crore. State: X1 crore to X10 crore. National: above X10 crore.
Memorise these.

Mistake 2: Confusing Rights with Responsibilities
What students do wrong: 'Right to obtain a cash memo.'

Why it is wrong: Getting a cash memo is a RESPONSIBILITY (consumer must do it). It is not a
right. Rights are legal entittements from law.

Correct way: Rights (6) = S-I-C-H-R-E. Responsibilities (7) = what the consumer must actively
do.

Mistake 3: Writing only 3 rights when question asks for 6
What students do wrong: Stopping at Safety, Informed, Choose.

Why it is wrong: CBSE awards 1 mark per right. If the question asks 'explain all six rights' —
write all 6 for full marks.

Correct way: Memorise all 6: S-I-C-H-R-E. Start every answer by listing all 6, then explain
each.

Mistake 4: Not writing FULL FORMS of the commissions
What students do wrong: Writing 'District Commission' without its full name.

Why it is wrong: CBSE answer needs full name: 'District Consumer Disputes Redressal
Commission (DCDRC)'. Abbreviation only loses presentation marks.

Correct way: Always write FULL NAME first, abbreviation in brackets: District Consumer
Disputes Redressal Commission (DCDRC).

Mistake 5: Saying a commercial buyer is a consumer

What students do wrong: 'A shop buying goods for resale from a wholesaler is a consumer
and can file complaint.'

Why it is wrong: COPRA 2019 explicitly excludes persons buying goods for resale or
commercial purposes from the definition of ‘consumer'.
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Correct way: Only buyers for PERSONAL USE = consumers. Business buyers = NOT
consumers under COPRA 2019.

Mistake 6: Mixing up 'Unfair Trade Practice' with 'Defective Goods'
What students do wrong: 'A company selling poor quality goods is committing an unfair trade
practice.'

Why it is wrong: Defective goods = quality problem with the product itself. Unfair trade practice
= false representation, misleading ad, deceptive pricing. Two different grounds.

Correct way: Defective goods: physical product has fault. Unfair trade practice: seller's
dishonest communication or pricing method.
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Section 15 Keywords Bank

Consumer definition personal use, NOT for resale, NOT for commercial purpose, consideration,
services
6 Rights safety, hazardous, informed, complete information, choose, variety, heard,

grievance, redressal, compensation, education, awareness

3-tier system District (up to X1 crore), State (X1 crore to X10 crore), National (above
X10 crore), appeals

CCPA Central Consumer Protection Authority, apex body, COPRA 2019, recall,
penalise, misleading ads, class action

COPRA 2019 features e-commerce, product liability, CCPA, mediation, file from anywhere,
celebrity endorser liability, revised monetary limits

Grounds for complaint defective goods, deficiency in service, unfair trade practice, restrictive
trade practice, hazardous goods, overcharging

Reliefs available removal of defect, replacement, refund, compensation, discontinuance,
withdrawal, corrective advertisement, costs

Methods of protection legal framework, business self-regulation, consumer awareness, NGOs,
Jago Grahak Jago, 1800-11-4000
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Section 16 Quick Revision Notes

QUICK REVISION

Consumer = Buys goods/services for personal use. NOT for resale or commercial purpose.

6 Rights (S-I-C-H-R-E): Safety, Informed, Choose, Heard, Redressal, Education.

Grounds for complaint: Defective goods, Deficiency in service, Unfair trade practice,
Restrictive trade practice, Hazardous goods, Overcharging.

Reliefs: Removal, Replacement, Refund, Compensation, Discontinuance, Withdrawal,
Corrective ad, Costs.

Three-tier system (COPRA 2019):

* District CDRC: Up to X1 crore — appeals to State.

» State CDRC: X1 crore to X10 crore — appeals to National.

» National CDRC: Above X10 crore — appeals to Supreme Court.

CCPA (2019): Recall products, cancel licences, penalise companies + celebrity endorsers,
file class actions, issue safety notices.

COPRA 2019 new features: E-commerce covered, Product liability, CCPA, Mediation, File
from anywhere, Celebrity endorser liable, Revised amounts.

4 Methods (L-B-A-N): Legal framework + Business self-regulation + Awareness (Jago
Grahak Jago, 1800-11-4000) + NGOs (CGSI, VOICE, CERC).
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Section 17 One-Page Last-Minute Revision Sheet

Read this on exam day. Nothing else.

Chapter in one paragraph

Consumer protection safeguards consumers from exploitation through: 6 rights (S-1-C-H-R-E)
— Safety, Informed, Choose, Heard, Redressal, Education. The Consumer Protection Act
2019 provides legal protection — defines ‘consumer’ (personal use, NOT resale), allows
complaints on 6 grounds, and offers 8 types of relief. The three-tier system handles
disputes: District (<X1 cr) - State (X1-10 cr) - National (>X10 cr) - Supreme Court. CCPA is
the apex body that can recall products, ban companies, and penalise celebrity endorsers.
Consumer protection is further supported by 4 methods (L-B-A-N) and consumer NGOs like
CGSI, VOICE, CERC.

5 must-remember lines

20. 6 Rights = S-I-C-H-R-E. Memorise. Write all 6 before explaining any.

21. Three-tier amounts (2019): District <X1 cr, State X1-10 cr, National >X10 cr. NOT the old
1986 limits.

22. CCPA can penalise BOTH the company AND the celebrity endorser for misleading ads.

23. Consumer = personal use buyer. NOT commercial/resale buyers under COPRA 2019.

24. COPRA 2019's biggest upgrades: e-commerce covered + product liability + CCPA
created + file from anywhere.

Case-study quick-reference table

Hazardous product / physical harm Right to Safety

Missing label, false info, no MRP Right to be Informed

No choice, forced bundling Right to Choose

Complaint ignored Right to be Heard

Wants refund/compensation Right to Seek Redressal

Consumer unaware of rights Right to Consumer Education

Claim < X1 crore District Consumer Disputes Redressal
Commission

Claim X1 crore — X10 crore State Consumer Disputes Redressal Commission

Claim > %10 crore National Consumer Disputes Redressal
Commission
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False celebrity ad / product recall CCPA (Central Consumer Protection Authority)
Online purchase defective COPRA 2019 — e-commerce coverage
Overcharging above MRP Ground for complaint — unfair trade practice /

overcharging

© Smit Sir Commerce ¢ Consumer Protection



CBSE Class 12 Business Studies — Chapter 12 | smitsircommerce.vercel.app

Section 18 How Smit Sir Can Teach This Chapter

1. Opening hook

Tell students: 'Write down one product or service where you or your family were cheated
recently — wrong weight, wrong price, broken product, misleading ad.' After 2 minutes, ask for
examples. The class WILL have 10 real-life cases. Then say: 'Today I'm giving you the legal
weapons to fight back.'

2. Best Indian examples by topic

Right to Safety BIS ISI mark on helmets — cheap uncertified helmets vs 32,000 ISI
helmet. Ask: 'Which would you wear at 80 kmph?'

Right to be Informed Maggi 2015 recall — lead content not disclosed. FSSAI regulations on
food labelling.

Right to Seek Redressal = Tell actual District Consumer Commission success story — consumer gets
refund from large builder/company. Makes it real.

CCPA 2022 COVID-cure product crackdown — CCPA penalised 13 companies
for false COVID cure claims.

Three-tier system Use a local case the students might know — someone's relative fighting a
builder in the State Commission.

COPRA 2019 new 'You bought a phone online, it arrived dead — can you file complaint?'
features 2019 Act says YES. 1986 Act may not have helped.

3. Classroom activity — 'Consumer Rights Fair'

Activity (20 min): Divide class into 6 groups — each group represents one consumer right.
Each group creates: (a) a 1-line definition, (b) a real Indian example, (c) a violation scenario.
Groups present in 2 minutes each. By end of class, all 6 rights are taught BY STUDENTS — not
by the teacher. Retention is 4x higher.

4. 'Which Forum?' game

Quick 5-min game: Read out 6 complaint amounts rapidly. Students raise hands for
District/State/National: 50,0007 (D). X3 crore? (S). X15 crore? (N). X1 crore exactly? (D). X10
crore exactly? (S). 10 crore + X1? (N). Speed game builds instant recall of the amounts.

5. Board exam focus areas
e 6 Consumer Rights — 4/6-mark (most frequent)
e Three-tier system — 5-mark (appears almost every year)
e Importance of consumer protection — 4/5-mark
e Features of COPRA 2019 — 3/4-mark
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* Role of consumer organisations — 3-4-mark
e Case-study: identify right violated / which forum — 4-6-mark

6. How to end the chapter powerfully

"Every rupee you spend makes you a consumer. And now you know — you are not a
helpless buyer. You have 6 rights, a three-tier court system, CCPA protection, and a free
helpline (1800-11-4000) that will listen to you. The next time someone cheats you — you

know what to do. This chapter doesn't end in an exam hall. It starts in every market,

every shop, every app you open. Use it."

© Smit Sir Commerce ¢ Consumer Protection



CBSE Class 12 Business Studies — Chapter 12 | smitsircommerce.vercel.app

End of Chapter 12

"Jago Grahak Jago. Know your rights. Exercise your rights. Protect yourself.

Every informed consumer makes the market fairer for everyone.

SMIT SIR

smitsircommerce.vercel.app
infosmitsircommerce@gmail.com
+91 6353709585 (Call / WhatsApp)
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