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Abstract 
Consumers participate in the marketplace by using a particular product. Had there been no 
consumer, no company would exist. The status of consumer is more or less pathetic as far as 
consumer rights are concerned. There are many examples of shopkeepers weighing less than he 
should, company’ making false claims on packs. Then there are local sweetmeat sellers 
adulterating raw materials to produce the laddoos or barfis. You can recall the case of dropsy 
because of adulterated mustard oil. No matter how bad quality you get, chances are you will get a 
rude response from the shopkeeper if you dare to complain. If you have travelled by railways then 
you can recall the horrible taste of almost all foodstuffs being sold in trains and on platforms. 
Even the food supplied by the rail pantry is of horrible quality. 
Consumers play a key role in maintaining the economy of India. Each and every person constitutes 
a consumer because each one of us is engaged in some form of exchange of goods or services 
through money as a medium. Gradually, there arise many kinds of disputes among the consumers 
as well as consumers and the sellers. In this context, it has to be stated that there lies a need for a 
statute which regulates the friction between the consumers and the sellers. There is a powerful 
weapon available for consumers and that’s Consumer Protection Act. The Consumer Protection 
Act, 1986 is a milestone in the history of socio-economic legislation in the country. It is one of the 
most progressive and comprehensive piece of legislations enacted for the protection of 
consumers. It was enacted after in-depth study of consumer protection laws in a number of 
countries and in consultation with representatives of consumers, trade and industry and 
extensive discussions within the Government. The Act plays an important role in the fields where 
there arises an incidence of exchange of goods or services between two persons where money 
acts as a medium. The Act also provides certain guidelines as to what measures must be complied 
with during the time of such exchange, what are the various rights available to both the buyer and 
seller etc. It also provides certain provisions regarding the need and formulation of various 
‘Consumer Redressal Centres’ both at the central as well as states level. 
In this paper, we discuss the redressal machinery under the Consumer Protection Act, 1986. The 
paper also discusses the functions, scope, powers, duties and responsibilities of the grievance 
redressal commissions at various levels. 
KEYWORDS: Consumer, Consumer Protection, Redressal Mechanism. 
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INTRODUCTION 

Consumers play a vital role in the economic system of a nation. Consumer is the focal point of the 

nation’s economic cycle as other developmental activities center around him. In a competitive 

economy; it is the consumer who decides the success or failure of a business either by buying or 

not buying the product. He influences the price and determines where, when and how goods and 

services should be marketed. He determines not only the income of the business but also its 

success and survival. Hence, business should have consumer-oriented marketing plans and 

programmes. Business encompasses a number of activities. There was a time when 

manufacturing and retailing were considered to be, in a way, unconnected. However, now the 

relationship between them has been identified. There are many business activities before the 

manufacturing begins and after a product is sold. The basic function of business is to identify and 

anticipate consumer demand; produce and distribute authentic goods and services in right 

quantities at the right time and at reasonable prices. 

The Industrial revolution and the development in international trade and commerce have led to 

vast expansion of business and trade. As a result, a host of services have been made available to 

the consumers like insurance, transport, electricity, housing, entertainment, finance and banking. 

A well-organized sector of manufacturers and traders with better knowledge of markets has come 

into existence, thereby affecting the relationship between the traders and the consumers making 

the principle of consumer sovereignty almost inapplicable. The advertisements of goods and 

services in television, newspaper and magazines influence the demand for the same by the 

consumers though there may be manufacturing defects, imperfections, or shortcomings in the 

quality, quantity and the purity of the goods or there may be deficiency in the services rendered. 

For the welfare of the public, the glut of adulterated and sub-standard articles in the market has 

to be checked. Therefore, it has become necessary to protect the consumers from exploitation, to 

save them from adulterated sub-standard goods and services, and to safeguard their interests. 

Though there have been many laws to protect the consumers but in order to provide for better 

protection of the interests of the consumers the Consumer Protection Act was enacted in 1986. 

OBJECTIVES 

 To study about redressal mechanism available for the consumers. 

 To know about the functioning of redressal mechanism. 

 To study the consumer awareness about redressal mechanism.  

CONSUMER 

The consumer is the one who pays something to consume goods and services produced. A 

consumer is a person who purchases a product or avails a service for a consideration, either for 

https://en.wikipedia.org/wiki/Economic_system
https://en.wikipedia.org/wiki/Nation
https://en.wikipedia.org/wiki/Goods_and_services
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his personal use or to earn his livelihood by means of self employment. The consideration may be 

paid, or, promised, or, partly paid and partly promised. It also includes a beneficiary of such 

goods/services when such use is made with the approval of such person. 

Consumer Protection Act of India, 1986 reveals that any person who buys any goods for a 

consideration is a consumer, but a person who obtains such goods for resale or for any 

commercial purpose is not a consumer and consequently he cannot approach a consumer 

disputes redressal agency alleging any defect in the goods he had purchased.  

WHEN CAN COMPLAINT BE MADE?  

A complaint may be made in writing under the following circumstances: 

• Loss or damage is caused to the consumer due to unfair or restrictive trade practice of a trader 

or service provider;  

• The article purchased by a consumer is defective;  

• The services availed of by a consumer suffer from any deficiency;  

• A trader or service provider, as the case may be, has charged for the goods or for the service 

mentioned in the complaint a price in excess of the stipulated price;  

• Goods or services, which will be hazardous to life and safety, when used, are being offered for 

sale to the public. 

WHO CAN FILE A CONSUMER COMPLAINT?  

1. A Consumer; 

2. Any Voluntary Association registered under the Companies Act, 1956 or under any other law 

for the time being in force; 

3. The Central Government or the State Government; 

4. One or more consumers, where there are numerous consumers having the same interest. 

Besides the above list, the following persons can also file a complaint: 

1. Any person who is a beneficiary of the goods or services; 

2. Legal representatives of the deceased consumer; 

3. Legal heirs of the deceased consumer; 

4. Husband of the consumer; 

5. Relative of the consumer. 

HOW TO FILE A CONSUMER COMPLAINT? 

Before formally filling a Consumer complaint, it is desired that the consumer gives notice to the 

opposite party of the fact of any deficiency in service or of unfair trade practice etc. to see if the 

trader is willing to make good the loss suffered by either replacing the commodity or returning 
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the value of the purchase. If yes, the issue resolves then and there. But if the trader refuses or 

neglects here that the consumer needs to approach the Consumer Court. 

1. At first, identify the Jurisdiction of the forum where the complaint is to be filed. This issue 

needs to be identified from two angles of jurisdiction i.e. Territorial and Pecuniary. The 

Consumer has to take into consideration both the territorial and pecuniary jurisdiction of the 

tribunal in mind before filing his complaint and has to choose the correct forum. 

 Territorial Jurisdiction of the Consumer Forums :- A complaint shall be instituted in a District 

Forum or State Commission or National within the local limits of whose jurisdiction: 

a)  the opposite party resides or caries on business or has a branch office or personally works for 

gain, or 

b) If there are more than one opposite party, then any one of the opposite parties resides, or 

carries on business or has a branch office, or personally works for gain, 

Provided that in such case the permission of either District Forum, State Commission or National 

Commission as the case may be, or the opposite parties who do not reside in such place or carry 

on business or have a branch office or personally works for gain as the case may be, must be 

obtained , or 

 Pecuniary Jurisdiction Of Consumer Forums 

Sr. No. Forums Amount 

1 District Forum Up to Rs. 20 Lakhs 

2 State Commission Rs. 20 Lakhs to Rs. 1 Crore 

3 National Commission Exceeding Rs. 1 Crore 

 

2. You will be required to pay a prescribed fee along with your complaint before the District 

Forum, State Commission & the National Commission as the case may be. 

3.  Then you have to draft your complaint stating facts necessary to establish a cause of action. 

4. At the end of the complaint you have to put your signatures. In case any other person is 

authorized to file the complaint then complaint has to be accompanied with authorization 

letter. 

5. Don’t forget to mention the name, description and address of the complainant and the name, 

description, address of the opposite party or parties against whom relief is claimed. 

6. Copies of all the documents supporting your allegations. In this you can put on record the 

copy of the bill of the goods bought, warranty and guarantee documents and also a copy of 

the written complaint and notice made to the trader requesting him to rectify the product. 
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7. You can also ask for compensation costs which should be specifically alleged in the complaint. 

Besides compensation, a consumer can also ask for the refunds, damages, litigation costs, and 

interest amount. You must give the breakup of amount claimed under different heads but do 

remember to claim compensation or other relief as per the pecuniary value of the forums. 

8. Explain in your complaint as to how the case falls within the jurisdiction of this forum. 

9. Complaint must clearly state as to what relief is sought against the opposite party. 

10. The Act provides for limitation period of two years from the date of cause of action. In case 

there is delay in filing the complaint, please explain the delay which can be can be condoned 

by the Tribunal. 

11. You are also required to file an affidavit along with the complaint that facts stated in the 

complaint are true and correct. 

12. The complainant can present the complaint in person or by his/her authorized representative 

without engaging any advocate. The complaint can be sent by registered post. A minimum of 

5 copies of the complaint is to be filed in the forum. Besides this you have to file additional 

copies for each opposite party. 

Consumer needs to be more aware of the malpractices followed by the trader and should stand 

up for their rights. With this article, an Endeavour is made to educate the consumers to file their 

complaints and of taking action against the unscrupulous traders who thinks that consumers can 

do nothing if any wrong is caused to them. Let us be all Vigilant of the quality and quantity of 

goods supplied to us by the traders. 

TIME LIMIT FOR FILING A COMPLAINT  

A complaint has to be filed within two years from the date on which the cause of action/ 

deficiency in service/defect in goods arises. However, a complaint may also be filed after two 

years, if the complainant satisfies the District Forum that he/she has sufficient reasons for not 

filing the complaint within such period. 

REDRESSAL MECHANISM UNDER CONSUMER PROTECTION ACT, 1986 

The Consumer Protection Act is designed to give relief to the consumer who is not in a position to 

go to the regular courts to fight for his case because of the high cost of litigation and that he 

should be given a forum where justice is cheap and quick. To meet this objective, the Act provides 

for three tier quasi-judicial redressal machinery at the District, State and National levels for 

redressal of consumer disputes and grievances. 

These quasi-judicial bodies will observe the principles of natural justice and have been 

empowered to give reliefs of a specific nature and to award, wherever appropriate, compensation 
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to consumers. Penalties for non-compliance of the orders given by the quasi-judicial bodies have 

also been provided. 

For this purpose, the following Consumer Dispute Redressal Agencies have been established: 

1. District Consumer Disputes Redressal Forum (DCDRF) 

2. State Consumer Disputes Redressal Commission (SCDRC) 

3. National Consumer Disputes Redressal Commission (NCRDC) 

I. DISTRICT CONSUMER DISPUTES REDRESSAL FORUM 

A District Consumer Disputes Redressal Forum is known as the “District Forum”. Section 9 of the 

Act provides for the establishment of a District forum by the State Government in each District of 

the State by notification. The State Government may establish more than one District Forum in 

the district if it deems to fit so. 

1.1 Composition: Section 10(1) provides that 

(1) Each District Forum shall consist of,—  

(a)  A person who is, or has been, or is qualified to be a District Judge, who shall be its President; 

(b) Two other members, one of whom shall be a woman, who shall have the following 

qualifications, namely:— 

(i)    be not less than thirty-five years of age, 

(ii)   Possess a bachelor's degree from a recognized university, 

(iii)  be persons of ability, integrity and standing, and have adequate knowledge and experience of 

at least ten years in dealing with problems relating to economics, law, commerce, 

accountancy, industry, public affairs or administration: 

Provided that a person shall be disqualified for appointment as a member if he— 

(a)  Has been convicted and sentenced to imprisonment for an offence which, in the opinion of 

the state Government involves moral turpitude; or 

(b)  Is an undischarged insolvent; or 

(c)  Is of unsound mind and stands so declared by a competent court; or 

(d)  Has been removed or dismissed from the service of the Government or a body corporate 

owned or controlled by the Government; or 

(e)  has, in the opinion of the state Government, such financial or other interest as is likely to 

affect prejudicially the discharge by him of his functions as a member; or 

(f)   has such other disqualifications as may be prescribed by the State Government; 

(1A) every appointment under sub-section (I) shall be made by the State Government on the 

recommendation of a selection committee consisting of the following, namely:— 

(i)   The President of the State Commission                                —   Chairman. 
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(ii)  Secretary, Law Department of the State                                 —   Member. 

(iii) Secretary in charge of the Department dealing with consumer affairs in the 

State                                                     —   Member. 

Provided that where the President of the State Commission is, by reason of absence or otherwise, 

unable to act as Chairman of the Selection Committee, the State Government may refer the 

matter to the Chief Justice of the High Court for nominating a sitting Judge of that High Court to 

act as Chairman.  

(2)  Every member of the District Forum shall hold office for a term of five years or up to the age 

of sixty-five years, whichever is earlier: 

Provided that a member shall be eligible for re-appointment for another term of five years or up 

to the age of sixty-five years, whichever is earlier, subject to the condition that he fulfills the 

qualifications and other conditions for appointment mentioned in clause (b) of sub-section (1) and 

such re-appointment is also made on the basis of the recommendation of the Selection 

Committee: 

Provided further that a member may resign his office in writing under his hand addressed to the 

State Government and on such resignation being accepted, his office shall become vacant and 

may be filled by appointment of a person possessing any of the qualifications mentioned in sub-

section (1) in relation to the category of the member who is required to be appointed under the 

provisions of sub-section (1A) in place of the person who has resigned: 

Provided also that a person appointed as the President or as a member, before the 

commencement of the Consumer Protection (Amendment) Act, 2002, shall continue to hold such 

office as President or member, as the case may be, till the completion of his term.  

(3) The salary or honorarium and other allowances payable to, and the other terms and conditions 

of service of the members of the District Forum shall be such as may be prescribed by the State 

Government. 

Provided that the appointment of a member on whole-time basis shall be made by the State 

Government on the recommendation of the President of the State Commission taking into 

consideration such factors as may be prescribed including the work load of the District Forum.  

1.2 Jurisdiction of the District Forum: (1) Subject to the other provisions of this Act, the District 

Forum shall have jurisdiction to entertain complaints where the value of the goods or 

services and the compensation, if any, claimed ''does not exceed rupees twenty lakhs.  

(2)   A complaint shall be instituted in a District Forum within the local limits of whose jurisdiction, 
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(a) the opposite party or each of the opposite parties, where there are more than one, at the time 

of the institution of the complaint, actually and voluntarily resides or carries on business or 

has a branch office or personally works for gain, or 

(b) any of the opposite parties, where there are more than one, at the time of the institution of 

the complaint, actually and voluntarily resides, or carries on business or has a branch office, 

or personally works for gain, provided that in such case either the permission of the District 

Forum is given, or the opposite parties who do not reside, or carry on business or have a 

branch office, or personally work for gain, as the case may be, acquiesce in such institution; or 

(c) The cause of action, wholly or in part, arises.  

1.3 Manner in which complaint shall be made: 

(1) A complaint in relation to any goods sold or delivered or agreed to be sold or delivered or any 

service provided or agreed to be provided may be filed with a District Forum by – 

(a)  The consumer to whom such goods are sold or delivered or agreed to be sold or delivered or 

such service provided or agreed to be provided; 

(b)  any recognized consumer association whether the consumer to whom the goods sold or 

delivered or agreed to be sold or delivered or service provided or agreed to be provided is a 

member of such association or not; 

(c)  one or more consumers, where there are numerous consumers having the same interest, with 

the permission of the District Forum, on behalf of, or for the benefit of, all consumers so 

interested; r 

(d) The Central Government or the State Government, as the case may be, either in its individual 

capacity or as a representative of interests of the consumers in general.  

(2)   Every complaint filed under sub-section (1) shall be accompanied with such amount of fee 

and payable in such manner as may be prescribed. 

(3)   On receipt of a complaint made under sub-section (1), the District Forum may, by order, 

allow the complaint to be proceeded with or rejected. 

Provided that a complaint shall not be rejected under this section unless an opportunity of being 

heard has been given to the complainant. 

Provided further that the admissibility of the complaint shall ordinarily be decided within twenty-

one days from the date on which the complaint was received. 

(4)   Where a complaint is allowed to be proceeded with under sub-section (3), the District Forum 

may proceed with the complaint in the manner provided under this Act. 
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Provided that where a complaint has been admitted by the District Forum, it shall not be 

transferred to any other court or tribunal or any authority set up by or under any other law for 

the time being in force. 

1.4 PROCEDURE ON ADMISSION OF COMPLAINT 

(1) The District Forum shall, on admission of a complaint, if it relates to any goods,— 

(a)  refer a copy of the admitted complaint, within twenty-one days from the date of its admission 

to the opposite party mentioned in the complaint directing him to give his version of the case 

within a period of thirty days or such extended period not exceeding fifteen days as may be 

granted by the District Forum; 

(b)  where the opposite party on receipt of a complaint referred to him under clause (a) denies or 

disputes the allegations contained in the complaint, or omits or fails to take any action to 

represent his case within the time given by the District Forum, the District Forum shall 

proceed to settle the consumer dispute in the manner specified in clauses (c) to (g); 

(c)  where the complaint alleges a defect in the goods which cannot be determined without 

proper analysis or test of the goods, the District Forum shall obtain a sample of the goods 

from the complainant, seal it and authenticate it in the manner prescribed and refer the 

sample so sealed to the appropriate laboratory along with a direction that such laboratory 

make an analysis or test, whichever may be necessary, with a view to finding out whether 

such goods suffer from any defect alleged in the complaint or from any other defect and to 

report its findings thereon to the District Forum within a period of forty-five days of the 

receipt of the reference or within such extended period as may be granted by the District 

Forum; 

(d)  before any sample of the goods is referred to any appropriate laboratory under clause (c), the 

District Forum may require the complainant to deposit to the credit of the Forum such fees as 

may be specified, for payment to the appropriate laboratory for carrying out the necessary 

analysis or test in relation to the goods in question; 

(e)  the District Forum shall remit the amount deposited to its credit under clause (d) to the 

appropriate laboratory to enable it to carry out the analysis or test mentioned in clause (c) 

and on receipt of the report from the appropriate laboratory, the District Forum shall forward 

a copy of the report along with such remarks as the District Forum may feel appropriate to 

the opposite party; 

(f)   if any of the parties disputes the correctness of the findings of the appropriate laboratory, or 

disputes the correctness of the methods of analysis or test adopted by the appropriate 
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laboratory, the District Forum shall require the opposite party or the complainant to submit in 

writing his objections in regard to the report made by the appropriate laboratory; 

(g)   the District Forum shall thereafter give a reasonable opportunity to the complainant as well 

as the opposite party of being heard as to the correctness or otherwise of the report made by 

the appropriate laboratory and also as to the objection made in relation thereto under clause 

(/) and issue an appropriate order under section 14.  

(2)  The District Forum shall, if the complaint admitted  by it under section 12 relates to goods in 

respect of which the procedure specified in sub-section (1) cannot be followed, or if the 

complaint relates to any services; 

(a)  refer a copy of such complaint to the opposite party directing him to give his version of the 

case within a period of thirty days or such extended period not exceeding fifteen days as may 

be granted by the District Forum; 

(b)  where the opposite party, on receipt of a copy of the complaint, referred to him under 

clause (a) denies or disputes the allegations contained in the complaint, or omits or fails to 

take any action to represent his case within the time given by the District Forum, the District 

Forum shall proceed to settle the consumer dispute; 

(i)   On the basis of evidence brought to its notice by the complainant and the opposite party, 

where the opposite party denies or disputes the allegations contained in the complaint, or 

(ii)  Ex parte on the basis of evidence brought to its notice by the complainant where the opposite 

party omits or fails to take any action to represent his case within the time given by the 

Forum. 

(c)  Where the complainant fails to appear on the date of hearing before the District Forum, the 

District Forum may either dismiss the complaint for default or decide it on merits. 

(3)  No proceedings complying with the procedure laid down in subsections [1] and [2] shall be 

called in question in any court on the ground that the principles of natural justice have not 

been complied with. 

(3A) Every complaint shall be heard as expeditiously as possible and endeavour shall be made to 

decide the complaint within a period of three months from the date of receipt of notice by 

opposite party where the complaint does not require analysis or testing of commodities and 

within five months if it requires analysis or testing of commodities: 

Provided that no adjournment shall be ordinarily granted by the District Forum unless sufficient 

cause is shown and the reasons for grant of adjournment have been recorded in writing by the 

Forum: 
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Provided further that the District Forum shall make such orders as to the costs occasioned by the 

adjournment as may be provided in the regulations made under this Act. 

Provided also that in the event of a complaint being disposed of after the period so specified, the 

District Forum shall record in writing, the reasons for the same at the time of disposing of the said 

complaint.      

(3B) where during the pendency of any proceeding before the District Forum, it appears to it 

necessary, it may pass such interim order as is just and proper in the facts and circumstances 

of the case. 

(4)  For the purposes of this section, the District Forum shall have the same powers as are vested 

in a civil court under Code of Civil Procedure, 1908 while trying a suit in respect of the 

following matters, namely:— 

(i)   The summoning and enforcing the attendance of any defendant or witness and examining the 

witness on oath; 

(ii)   The discovery and production of any document or other material object producible as 

evidence; 

(iii) The reception of evidence on affidavits; 

(iv) The requisitioning of the report of the concerned analysis or test from the appropriate 

laboratory or from any other relevant source; 

(v)   Issuing of any commission for the examination of any witness, and 

(vi)  Any other matter which may be prescribed.  

(5)  Every proceeding before the District Forum shall be deemed to be a judicial proceeding within 

the meaning of sections 193 and 228 of the Indian Code (45 of 1860), and the District Forum 

shall be deemed to be a civil court for the purposes of section 195, and Chapter XXVI of the 

Code of Criminal Procedure, 1973 (2 of 1974).  

(6)  Where the complainant is a consumer referred to in sub-clause (iv) of clause (b) of sub-section 

(1) of section 2, the provisions of rule 8 of Order I of the First Schedule to the Code of Civil 

Procedure, 1908 (5 of 1908) shall apply subject to the modification that every reference 

therein to a suit or decree shall be construed as a reference to a complaint or the order of the 

District Forum thereon. 

(7)  In the event of death of a complainant who is a consumer or of the opposite party against 

whom the complaint has been filed, the provisions of Order XXII of the First Schedule to the 

Code of Civil Procedure, 1908 (5 of 1908) shall apply subject to the modification that every 

reference therein to the plaintiff and the defendant shall be construed as reference to a 

complainant or the opposite party, as the case may be.  
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1.5 FINDING OF THE DISTRICT FORUM 

(1) If, after the proceeding conducted under section 13, the District Forum is satisfied that the 

goods complained against suffer from any of the defects specified in the complaint or that any of 

the allegations contained in the complaint about the services are proved, it shall issue an order to 

the opposite party directing him to do one or more of the following things, namely: 

(a) To remove the defect pointed out by the appropriate laboratory from the goods in question; 

(b) To replace the goods with new goods of similar description which shall be free from any 

defect? 

(c)  To return to the complainant the price, or, as the case may be, the charges paid by the 

complainant; 

(d)  To pay such amount as may be awarded by it as compensation to the consumer for any loss or 

injury suffered by the consumer due to the negligence of the opposite party. 

Provided that the District Forum shall have the power to grant punitive damages in such 

circumstances as it deems fit; 

(e)  To remove the defects in goods or deficiencies in the services in question; 

(f)   To discontinue the unfair trade practice or the restrictive trade practice or not to repeat it; 

(g)  Not to offer the hazardous goods for sale; 

(h)  To withdraw the hazardous goods from being offered for sale; 

(ha) to cease manufacture of hazardous goods and to desist from offering services which are 

hazardous in nature; 

(hb) to pay such sum as may be determined by it if it is of the opinion that loss or injury has been 

suffered by a large number of consumers who are not identifiable conveniently: 

Provided that the minimum amount of sum so payable shall not is less than five per cent of the 

value of such defective goods sold or service provided, as the case may be, to such consumers: 

Provided further that the amount so obtained shall be credited in favour of such person and 

utilized in such manner as may be prescribed; 

(hc) to issue corrective advertisement to neutralize the effect of misleading advertisement at the 

cost of the opposite party responsible for issuing such misleading advertisement; 

(i)   To provide for adequate costs to parties.  

(2)  Every proceeding referred to in sub-section (1) shall be conducted by the President of the 

District Forum and at least one member thereof sitting together:  

Provided that where a member, for any reason, is unable to conduct a proceeding till it is 

completed, the President and the other member shall continue the proceeding from the stage at 

which it was last heard by the previous member.  
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(2A) every order made by the District Forum under sub-section (1) shall be signed by its President 

and the member or members who conducted the proceeding: 

Provided that where the proceeding is conducted by the President and one member and they 

differ on any point or points, they shall state the point or points on which they differ and refer the 

same to the other member for hearing on such point or points and the opinion of the majority 

shall be the order of the District Forum. 

(3)  Subject to the foregoing provisions, the procedure relating to the conduct of the meetings of 

the District Forum, its sittings and other matters shall be such as may be prescribed by the 

State Government. 

1.6 APPEAL 

Any person aggrieved by an order made by the District Forum may prefer an appeal against such 

order to the State Commission within a period of thirty days from the date of the order, in such 

form and manner as may be prescribed. Provided that the State Commission may entertain an 

appeal after the expiry of the said period of thirty days if it is satisfied that there was sufficient 

cause for not finding it within that period. Provided further that no appeal by a person, who is 

required to pay any amount in terms of an order of the District Forum, shall be entertained by the 

State Commission unless the appellant has deposited in the prescribed manner fifty per 

cent of that amount or twenty-five thousand rupees, whichever is less. 

II. STATE CONSUMER DISPUTES REDRESSAL COMMISSION 

The State Consumer Disputes Redressal Commission (SCDRC) which is known as State Commission 

is situated in the State’s capital. The Act provides for the establishment of the State Consumer 

Disputes Redressal Commission by the State Government in the State by notification. 

2.1 COMPOSITION OF THE STATE COMMISSION 

(1) Each State Commission shall consist of—  

(a)  A person who is or has been a Judge of a High Court, appointed by the State Government, 

who shall be its President:  

Provided that no appointment under this clause shall be made except after consultation with the 

Chief Justice of the High Court; 

(b)  not less than two, and not more than such number of members, as may be prescribed, and 

one of whom shall be a woman, who shall have the following qualifications, namely:— 

(i)   be not less than thirty-five years of age; 

(ii)  Possess a bachelor's degree from a recognized university; and 
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(iii) be persons of ability, integrity and standing, and have adequate knowledge and experience of 

at least ten years in dealing with problems relating to economics, law, commerce, 

accountancy, industry, public affairs or administration: 

Provided that not more than fifty per cent of the members shall be from amongst persons having 

a judicial background 

Provided further that a person shall be disqualified for appointment as a member if he— 

(a)  Has been convicted and sentenced to imprisonment for an offence which, in the opinion of 

the State Government, involves moral turpitude; or 

(b)  Is an undischarged insolvent; or 

(c)  Is of unsound mind and stands so declared by a competent court; or 

(d)  Has been removed or dismissed from the service of the Government or a body corporate 

owned or controlled by the Government; or 

(e)  has, in the opinion of the State Government, such financial or other interest, as is likely to 

affect prejudicially the discharge by him of his functions as a member; or 

(f)   Has such other disqualifications as may be prescribed by the State Government. 

(1A) every appointment under sub-section (1) shall be made by the State Government on the 

recommendation of a Selection Committee consisting of the following members, namely:— 

 (i)   President of the State Commission                       --           Chairman; 

 (ii)  Secretary of the Law Department of the State        --           Member; 

 (iii) Secretary in charge of the Department dealing with Consumer Affairs in the State                   

            --           Member: 

Provided that where the President of the State Commission is, by reason of absence or otherwise, 

unable to act as Chairman of the Selection Committee, the State Government may refer the 

matter to the Chief Justice of the High Court for nominating a sitting Judge of that High Court to 

act as Chairman. 

(1B)(i)   The jurisdiction, powers and authority of the State Commission may be exercised by 

Benches thereof. 

(ii)  A Bench may be constituted by the President with one or more members as the President 

may deem fit. 

(iii) If the members of a Bench differ in opinion on any point, the points shall be decided according 

to the opinion of the majority, if there is a majority, but if the Members are equally divided, 

they shall state the point or points on which they differ, and make a reference to the 

President who shall either hear the point or points himself or refer the case for hearing on 

such point or points by one or more or the other members and such point or points shall be 
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decided according to the opinion of the majority of the members who have heard the case, 

including those who first heard it. 

(2)  The salary or honorarium and other allowances payable to, and the other terms and 

conditions of service of, the members of the State Commission shall be such as may be 

prescribed by the State Government. 

Provided that the appointment of a member on whole-time basis shall be made by the State 

Government on the recommendation of the President of the State Commission taking into 

consideration such factors as may be prescribed including the work load of the State Commission. 

(3)   Every member of the State Commission shall hold office for a term of five years or up to the 

age of sixty-seven years, whichever is earlier: 

Provided that a member shall be eligible for re-appointment for another term of five years or up 

to the age of sixty-seven years, whichever is earlier, subject to the condition that he fulfills the 

qualifications and other conditions for appointment mentioned in clause (b) of sub-section (1) and 

such re-appointment is made on the basis of the recommendation of the Selection Committee: 

Provided further that a person appointed as a President of the State Commission shall also be 

eligible for re-appointment in the manner provided in clause (a) of sub-section (1) of this section 

Provided also that a member may resign his office in writing under his hand addressed to the 

State Government and on such resignation being accepted, his office shall become vacant and 

may be filled by appointment of a person possessing any of the qualifications mentioned in sub-

section (1) in relation to the category of the member who is required to be appointed under the 

provisions of sub-section (1A) in place of the person who has resigned. 

2.2 JURISDICTION OF THE STATE COMMISSION 

(1) Subject to the other provisions of this Act, the State Commission shall have jurisdiction: 

(a)  To entertain 

(i)   Complaints where the value of the goods or services and compensation, if any, claimed 

exceeds rupees twenty lakhs but does not exceed rupees one crore; and 

(ii)   Appeals against the orders of any District Forum within the State; and 

(b)  to call for the records and pass appropriate orders in any consumer dispute which is pending 

before or has been decided by any District Forum within the State, where it appears to the 

State Commission that such District Forum has exercised a jurisdiction not vested in it by law, 

or has failed to exercise a jurisdiction so vested or has acted in exercise of its jurisdiction 

illegally or with material irregularity. 

(2) A complaint shall be instituted in a State Commission within the limits of whose jurisdiction, 
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(a)  the opposite party or each of the opposite parties, where there are more than one, at the 

time of the institution of the complaint, actually and voluntarily resides or carries on business 

or has a branch office or personally works for gain; or 

(b)  any of the opposite parties, where there are more than one, at the time of the institution of 

the complaint, actually and voluntarily resides, or carries on business or has a branch office or 

personally works for gain, provided that in such case either the permission of the State 

Commission is given or the opposite parties who do not reside or carry on business or have a 

branch office or personally work for gain, as the case may be, acquiesce in such institution; or 

(c)  The cause of action, wholly or in part, arises. 

2.3 APPEALS 

Any person aggrieved by an order made by the State Commission in exercise of its powers 

conferred by sub-clause (i) of clause (a) of section 17 may prefer an appeal against such order to 

the National Commission within a period of thirty days from the date of the order in such form 

and manner as may be prescribed. Provided that the National Commission may entertain an 

appeal after the expiry of the said period of thirty days if it is satisfied that there was sufficient 

cause for not filing it within that period. Provided further that no appeal by a person, who is 

required to pay any amount in terms of an order of the State Commission, shall be entertained by 

the National Commission unless the appellant has deposited in the prescribed manner fifty per 

cent of the amount or rupees thirty-five thousand, whichever is less. 

III. NATIONAL CONSUMER DISPUTES REDRESSAL COMMISSION 

National Commission is located in New Delhi. Section 9 of the Act provides for the establishment 

of the National Consumer Disputes Redressal Commission (NCRDC) by the Central Government by 

notification in the official gazette. 

3.1 COMPOSITION OF THE NATIONAL COMMISSION 

(1) The National Commission shall consist of— 

(a)  A person who is or has been a Judge of the Supreme Court, to be appointed by the Central 

Government, who shall be its President; 

Provided that no appointment under this clause shall be made except after consultation with the 

Chief Justice of India; 

(b)  not less than four, and not more than such number of members, as may be prescribed, and 

one of whom shall be a woman, who shall have the following qualifications, namely:— 

(i)   be not less than thirty-five years of age; 

(ii)  Possess a bachelor's degree from a recognized university; and 
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(iii) be persons of ability, integrity and standing and have adequate knowledge and experience of 

at least ten years in dealing with problems relating to economics, law, commerce, 

accountancy, industry, public affairs or administration: 

Provided that not more than fifty per cent of the members shall be from amongst the persons 

having a judicial background. 

Provided further that a person shall be disqualified for appointment if he— 

(a)     has been convicted and sentenced to imprisonment for an offence which, in the opinion of 

the Central Government, involves moral turpitude; or 

(b)   is an undischarged insolvent; or 

(c)    is of unsound mind and stands so declared by a competent court; or 

(d)   has been removed or dismissed from the service of the Government or a body corporate 

owned or controlled by the Government; or 

(e)  has in the opinion of the Central Government such financial or other interest as is likely to 

affect prejudicially the discharge by him of his functions as a member; or 

(f)   Has such other disqualifications as may be prescribed by the Central Government: 

Provided also that every appointment under this clause shall be made by the Central Government 

on the recommendation of a selection committee consisting of the following, namely:— 

(a)   A person who is a Judge of the Supreme Court,        —   Chairman; to be nominated by the 

Chief Justice of India 

(b)   The Secretary in the Department of Legal Affairs      —   Member; in the Government of India 

(c)   Secretary of the Department dealing with consumer —   Member; Affairs in the Government 

of India  

(1A)(i)   The jurisdiction, powers and authority of the National Commission may be exercised by 

Benches thereof. 

(ii)   A Bench may be constituted by the President with one or more members as the President 

may deem fit. 

(iii)  if the Members of a Bench differ in opinion on any point, the points shall be decided 

according to the opinion of the majority, if there is a majority, but if the members are equally 

divided, they shall state the point or points on which they differ, and make a reference to the 

President who shall either hear the point or points himself or refer the case for hearing on 

such point or points by one or more or the other Members and such point or points shall be 

decided according to the opinion of the majority of the Members who have heard the case, 

including those who first heard it. 
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(2)   The salary or honorarium and other allowances payable to and the other terms and 

conditions of service of the members of the National Commission shall be such as may be 

prescribed by the Central Government. 

(3)   Every member of the National Commission shall hold office for a term of five years or up to 

the age of seventy years, whichever is earlier: 

Provided that a member shall be eligible for re-appointment for another term of five years or up 

to the age of seventy years, whichever is earlier, subject to the condition that he fulfills the 

qualifications and other conditions for appointment mentioned in clause (b) of sub-section (1) and 

such re-appointment is made on the basis of the recommendation of the Selection Committee: 

Provided further that a person appointed as a President of the National Commission shall also be 

eligible for re-appointment in the manner provided in clause (a) of sub-section (1): 

Provided also that a member may resign his office in writing under his hand addressed to the 

Central Government and on such resignation being accepted, his office shall become vacant and 

may be filled by appointment of a person possessing any of the qualifications mentioned in sub-

section (1) in relation to the category of the member who is required to be appointed under the 

provisions of sub-section (1A) in place of the person who has resigned. 

(4)   Notwithstanding anything contained in sub-section (3), a person appointed as a President or 

as a member before the commencement of the Consumer Protection (Amendment) Act, 

2002 shall continue to hold such office as President or member, as the case may be, till the 

completion of his term. 

3.2 Jurisdiction of the National Commission: Subject to the other provisions of this Act, the 

National Commission shall have jurisdiction— 

(a)  To entertain— 

(i)   Complaints where the value of the goods or services and compensation, if any, claimed 

exceeds rupees one crore; and 

(ii)  Appeals against the orders of any State Commission; and 

(b)  to call for the records and pass appropriate orders in any consumer dispute which is pending 

before or has been decided by any State Commission where it appears to the National 

Commission that such State Commission has exercised a jurisdiction not vested in it by law, or 

has failed to exercise a jurisdiction so vested, or has acted in the exercise of its jurisdiction 

illegally or with material irregularity.  

3.3 APPEAL 

Any person, aggrieved by an order made by the National Commission in exercise of its powers 

conferred by sub-clause (i) of clause (a) of section 21, may prefer an appeal against such order of 
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the Supreme Court within a period of thirty days from the date of the order: Provided that the 

Supreme Court may entertain an appeal after the expiry of the said period of thirty days if it is 

satisfied that there was sufficient cause for not filing it within that period. Provided further that 

no appeal by a person who is required to pay any amount in terms of an order of the National 

Commission shall be entertained by the Supreme Court unless that person has deposited in the 

prescribed manner fifty per cent of that amount or rupees fifty thousand, whichever is less. 

FINALITY OF ORDERS 

Every order of a District Forum, the State Commission or the National Commission shall, if no 

appeal has been preferred against such order under the provisions of this Act, be final. 

LIMITATION PERIOD FOR FILING OF COMPLAINT 

The District Forum, the State Commission or the National Commission shall not admit a complaint 

unless it is filed within two years from the date on which the cause of action has arisen. However, 

if the complainant satisfies the District Forum, the State Commission or the National Commission, 

as the case may be, that he had sufficient cause for not filing the complaint within such period, 

such complaint may be entertained after recording its reasons for condoning such delay. 

FEE FOR FILING COMPLAINT 

Every complaint filed shall be accompanied by a fee as specified in the table given below in the 

form of crossed Demand Draft drawn on a nationalized bank or through a crossed Indian Postal 

Order drawn in favour of the Registrar of the State Commission and payable at the respective 

place where the State Commission or the National Commission is situated.  

Table 1: Fee for filing Complaint 

S.No.  Total Value of goods or services and the compensation claimed  Amount of 
fee 

 District Forum  

1. Up to one lakh rupees – For complainants who are Below Poverty Line 
holding Antyodaya Anna Yojna Cards 

Nil  

2. Up to one lakh rupees – For complainants other than Antyodaya Anna 
Yojna card holders  

Rs. 100 

3. Above one lakh and up to five lakh rupees Rs. 200 

4. Above five lakh and up to ten lakh rupees Rs. 400 

5. Above ten lakh and up to twenty lakh rupees Rs. 500 

 State Commission  

6. Above twenty lakh and up to fifty lakh rupees  Rs. 2000 

7. Above fifty lakh and upto one crore rupees Rs. 4000 

 National Commission  

8. Above one crore rupees Rs. 5000                                                                                                                   

The complainants who are Below the Poverty Line shall be entitled for the exemption of payment 

of fee for complaints up to rupees one lakh on production of an attested copy of the Antyodaya 

Anna Yojna card. 
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ADMINISTRATIVE CONTROL 

The National Commission shall have administrative control over all the State Commissions in the 

following matters, namely: 

(i)   Calling for periodical return regarding the institution, disposal pendency of cases; 

(ii)   issuance of instructions regarding adoption of uniform procedure in the hearing of matters, 

prior service of copies of documents produced by one party to the opposite parties, furnishing of 

English translation of judgments written in any language, speedy grant of copies of documents; 

(iii)  Generally overseeing the functioning of the State Commissions or the District Forum to 

ensure that the objects and purposes of the Act are best served without in any way interfering 

with their quasi-judicial freedom. 

The State Commission shall have administrative control over all the District Forum within its 

jurisdiction in all above stated matters.  

ENFORCEMENT OF ORDERS OF THE DISTRICT FORUM, THE STATE COMMISSION OR THE 

NATIONAL COMMISSION: 

Where an interim order made under this Act, is not complied with the District Forum or the State 

Commission or the National Commission, as the case may be, may order the property of the 

person, not complying with such order to be attached. No attachment made shall remain in force 

for more than three months at the end of which, if the non-compliance continues, the property 

attached may be sold and out of the proceeds thereof, the District Forum or the State 

Commission or the National Commission may award such damages as it thinks fit to the 

complainant and shall pay the balance, if any, to the party entitled thereto. 

Where any amount is due from any person under an order made by a 

District Forum, State Commission or the National Commission, as the case may be, the person 

entitled to the amount may make an application to the District Forum, the State Commission or 

the National Commission, as the case may be, and such District Forum or the State Commission or 

the National Commission may issue a certificate for the said amount to the Collector of the 

district (by whatever name called) and the Collector shall proceed to recover the amount in the 

same manner as arrears of land revenue.  

DISMISSAL OF FRIVOLOUS OR VEXATIOUS COMPLAINTS 

Where a complaint instituted before the District Forum, the State Commission or as the case may 

be, the National Commission, is found to be frivolous or vexatious, it shall, for reasons to be 

recorded in writing, dismiss the complaint and make an order that the complainant shall pay to 

the opposite party such cost, not exceeding ten thousand rupees, as may be specified in the 

order. 
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PENALTIES 

Where a trader or a person against whom a complaint is made or the complainant fails or omits to 

comply with any order made by the District Forum, the State Commission or the National 

Commission, as the case may be, such trader or person or complainant shall be punishable with 

imprisonment for a term which shall not be less than one month but which may extend to three 

years, or with fine which shall not be less than two thousands rupees but which may extend to ten 

thousand rupees, or with both. 

Notwithstanding anything contained in the Code of Criminal Procedure, 1973, (2 of 1974), the 

District Forum or the State Commission or the National Commission, as the case may be, shall 

have the power of a Judicial Magistrate of the first class for the trial of offences under this Act, 

and on such conferment of powers, the District Forum or the State Commission or the National 

Commission, as the case may be, on whom the powers are so conferred, shall be deemed to be a 

Judicial Magistrate of the first class for the purpose of the Code of Criminal Procedure, 1973 (2 of 

1974). All offences under this Act may be tried summarily by the District Forum or the State 

Commission or the National Commission, as the case may be. 

Notwithstanding anything contained in the Code of Criminal Procedure, 1973 (2 of 1974), an 

appeal under section 27 of the Act, both on facts and on law, shall lie from: 

(a)      The order made by the District Forum to the State Commission; 

(b)      The order made by the State Commission to the National Commission; and 

(c)      The order made by the National Commission to the Supreme Court.  

Except as aforesaid, no appeal shall lie to any court from any order of a District Forum or a State 

Commission or the National Commission. 

Every appeal under this section shall be preferred within a period of thirty days from the date of 

an order of a District Forum or a State Commission or, as the case may be, the National 

Commission. Provided that the State Commission or the National Commission or the Supreme 

Court, as the case may be, may entertain an appeal after the expiry of the said period of thirty 

days, if, it is satisfied that the appellant had sufficient cause for not preferring the appeal within 

the period of thirty days. 

NODAL AGENCY FOR CONSUMER PROTECTION 

The Department of Consumer Affairs (DCA), one of the two Departments under the Ministry of 

Consumer Affairs, Food and Public Distribution is the nodal agency for consumer protection. The 

mandate of the Department is consumer advocacy. Translating this mandate into action entails:  

• Enabling consumers to make informed choices;  

• Ensuring fair, equitable and consistent outcomes for consumers; and  
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• Facilitating timely and effective consumer grievance redress. The Department seeks to empower 

consumers through awareness and education; enhance consumer protection through prevention 

of unfair trade practices; enable quality assurance and safety through standards and their 

conformity; and ensure access to an affordable and effective grievance redress mechanism. The 

Department has been entrusted with administering:  

• The Consumer Protection Act, 1986  

• The Legal Metrology Act, 2009  

• The Bureau of Indian Standards Act, 1986  

• The Essential Commodities Act, 1955  

• The Prevention of Black Marketing and Maintenance of Supplies of Essential Commodities Act, 

1980  

• National Test Houses  

• Consumer Cooperatives  

The Department also monitors the Prices and the Availability of Essential Commodities. Website 

of the Department is http://consumeraffairs.nic.in 

NUMBER OF CONSUMER COMPLAINTS FILED / DISPOSED OFF 

Ever since the redressal agencies came into being, large number of consumers was knocking at 

their doors and getting reliefs in cases where they would previously have preferred to suffer in 

silence. With the one NCDRC at New Delhi, 35 SCDRCs at State/UT level and 644 DCDRFs at the 

district levels are functioning all over the country till Jan, 2015. Approximately 35 lakhs cases were 

filed since inception in DCDRFs till Feb, 2015. Approximately 6.7 lakhs appeals were filed in 

SCDRCs and 0.93 lakhs appeals at NCDRC during the same period. 

Table 2 : Total Number of Consumer Complaints Filed / Disposed 
   

since inception Under Consumer Protection Law till 31 March, 2016 
   

S.No. Redressal 
Agency 

Cases filed 
since inception 

Cases disposed off 
since inception 

Cases 
pending  

% of total 
disposal 

1 National 
Commission 

1,13,117 97,571 15,546 86.26% 

2 State 
Commissions 

7,60,786 6,51,797 1,08,989 85.67% 

3 District Forums 39,95,088 36,92,798 3,02,290 92.43% 

 Total  48,68,991 44,42,166 4,26,825 91.23% 

       Source: www.ncdrc.nic.in 

The table shows that the institution and disposal rate of cases in the District Forums are better 

than the State Commissions and the National Commission. The table further reveals that the 

highest number of institution of cases is in the District Forums. The reasons for this may be, first, 

District Forum is generally well within approachable. Second, the Consumer can have a proper 
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watch on his case. Third, Lok Adalats for the disposal of electricity cases are held at the district 

level                                                                                                                                                                                                                                                                                                                                                                                                               

and lastly, the District Forums have jurisdiction where the value of goods or services and the 

compensation, if any, claimed does not exceed rupees Twenty Lakhs. The maximum number of 

complaints of the consumers falls within the District Forums. 

 

CONCLUSION 

In conclusion, it can be stated that though the consumer occupies the central position in the 

entire scheme of the free economy, consumer has not always received the attention that he 

deserves. The consumer’s well-being or the welfare lies in the fulfillment of their normal, 

legitimate, interests, expectations and aspirations as to goods and services they need. Each and 

every consumer is worried, hurried till buried about the quality, quantity, price and the timeliness 

of the supply of goods and services. So, consumerism is the social force designed to protect the 

interests of consumers by organizing the consumers to bring pressure on business community to 

heed to their say.  
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