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Objectives:  
The aim of this paper is that the student should be able to comprehend the business firms’ interface 

with consumers and the consumer related regulatory and business environment 

 

Course Outline 

  

Units Content 
No. of 

Hours 

1 CONCEPTUAL FRAMEWORK:  
- Introduction  

- Consumer and Markets  

- Concept of Consumer  

- Nature of markets  

 

- Concept of Price  

 - Retail and Wholesale  

 - Maximum Retail Price (MRP)  

 - Local Taxes  

- Fair Price  
- Labeling and Packaging  

 

 

11 

 

 



2 EXPERIENCING AND VOICING DISSATISFACTIONS:  
- Introduction  

- Consumer Satisfaction and dissatisfaction-  

- Grievances and Complaints  

- Consumer Complaining Behaviour  

- Alternatives available to Dissatisfied Consumers  

- Internal and External Complaint handling  

- Corporate Redress Systems and Public Redress Systems  

11 

3 THE CONSUMER PROTECTION ACT -1986 [CPA-1986]:  
- Introduction  

- Objectives and Basic Concepts of the CPA - 1986  

- Definitions under the Act:  

-  Consumer  

-  Goods and Service 

-  Defect in goods 

-  Deficiency in service 

-  Spurious goods and services  

-  Unfair trade practice  

-  Restrictive trade practice  

11 

4 ORGANIZATIONAL SET-UP UNDER THE CPA-1986:  

- Introduction  

- Advisory Bodies:  

-  Consumer Protection-Councils at the Central  

-  State and District Levels-Basic Consumer Rights  

-  Adjudicatory Bodies:  

-  District Forums-State Commissions  

- National Commission:  

-  Composition-Powers-Jurisdiction (Pecuniary and Territorial)  

-  Role of Supreme Court under the CPA-1986  
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 Total Hours 45 

 

Learning Outcomes :- 

 

Theoretical Outcome:-  Students can learn Theoretical aspect of  Consumer Protection 

 

Teaching and Learning methodology:-  The following pedagogical tools will be  

Used to feach this course: 

                    (A) Lectures 

                    (B) Case discussions 

                    (C) Assignments / Class participation / Quiz etc. 
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