
 

 1 

FROM THE DESK OF A PRACTISING COUNSEL:  

A Perspective On 

THE CONSUMER PROTECTION ACT, 2019 

[CPA, 2019 For Short] 

 

A. PROLOGUE: 

 

• The landscape is changing from local to global. “Vasudhaiva 

Kutumbakam”– The World is One Family, is gaining momentum. 

Consumerism as a concept and philosophy is undergoing 

metamorphosis. Today, the exponential increase in use of social media, 

internet platforms and consistent rise in business through e-commerce 

empowered by digitization has transformed consumer expectations. 

Visible in the CPA 2019 and its provisions is such changing social 

landscape and contemporary best practises. The CPA 2019 has kept in 

mind the interest and welfare of consumer whose presence and role is 

centrifugal to the socio-economic ecosystem of our country.  

• The Consumer Protection Bill, 2019 was introduced in the Upper House 

of the Parliament on July 8, 2019, by the Minister of Consumer Affairs, 

Food and Public Distribution. It was passed on July 30, 2019, by the Lok 

Sabha and later cleated by Rajya Sabha on August 6, 2019. The Ministry 

held discussions with industry representatives of bodies like FICCI, 

ASSOCHAM, CII, PHDCCI and DICCI as well as officials from Amazon, 

HUL, P&G, Vodafone, Snapdeal, Zomato and Paytm on key provisions 

of the proposed Central Consumer Protection Authority (CCPA) as well 

as the rules and regulations to be formulated. 

• The said Bill received the assent of the President on 9th August, 2019. 

This new Act, i.e. The Consumer Protection Act, 2019 seeks to wholly 

replace by repeal (With Savings) the old Consumer Protection Act, 
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1986. Most of the provisions of the CPA 2019, have come into force 

w.e.f. 20th July, 2020 and gazetted, pursuant to the notification issued 

by the Central Government.  

• As is evident from the Preamble to the Act, the CPA 2019, is an Act to 

provide for protection of the interests of consumers and for the said 

purpose, to establish authorities for timely and effective administration 

and settlement of consumers' disputes and for matters connected 

therewith or incidental thereto. 

 

B. SCHEME OF THE ACT - THE FOLLOWING HAVE COME INTO FORCE 

EFFECTIVE 20.07.2020: 

 

Chapter Section 

I Definitions 

Section 2  

[Except clauses (4), (13), (14), (16), (40)] 

II Consumer Protection Councils 

Sections 3 to 9 (both inclusive)  

IV Consumer Disputes Redressal Commission 

Sections 28 to 73 (both inclusive) [Except sub-clause (iv) of 

clause (a) of sub-section (1) of section 58.] 

V Mediation 

Sections 74 to 81 (both inclusive)  

VI Product Liability 

Sections 82 to 87 (both inclusive)  

VII Offences and Penalties 

Sections 90 and 91  

[Except sections 88,89,92 & 93] 

VIII Miscellaneous Provisions  

Sections 95, 98, 100, 101 
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[Except clauses (f) to (m) and clauses (zg), (zh) and (zi) of 

sub –section 2] 

Sections 102, 103, 105, 106, 107 

[Except sections 94, 96,97,99, 104] 

 

1. Chapter I, Section 2 – Important Definitions: 

1.1. The CPA, 2019 has widened its scope and applicability by bringing 

within its scope and ambit new definitions and introducing significant 

changes to the terms defined under the erstwhile Act of 1986. Some 

of the relevant and crucial definitions have been summarized below:-  

1.2. One such is the definition of “Consumer”. The CPA, 2019 has against 

the erstwhile law, broadened the definition of the term “Consumer” to 

include any person who “buys any goods” and/or “avails any services”, 

through offline or online transactions, electronic means, teleshopping, 

direct selling or multi-level marketing schemes.  

However, the exception being that of a person who obtains goods for 

resale or any commercial purpose or avails of such service for any 

commercial purpose.  

1.3. Another important definition of “Consumer Rights” has been 

introduced. Consumer Rights include the following: 

i. Right to be protected against the marketing of goods, products 

or services which can be hazardous to life and property; 

ii. Right to be informed about the quality, quantity, potency, purity, 

standard and price of goods, products and services; 

iii. Right to be assured of access to goods, products and services at 

competitive prices; 

iv. Right to be heard at appropriate forums; 

v. Right to seek redressal against unfair trade practices that are 

involved in exploitation of customers; 

vi. Right to consumer awareness. 
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1.4. The definition of “Unfair Contracts” had been introduced. It means a 

contract between a manufacturer or trader or service provider on one 

hand, and a consumer on the other, having such terms which cause 

significant change in the rights of such consumer, including the 

following, namely:—  

i. excessive security deposits to be given by a consumer for the 

performance of contractual obligations; or  

ii. imposing any penalty on the consumer, for the breach of 

contract thereof which is wholly disproportionate to the loss 

occurred due to such breach to the other party to the contract; 

or 

iii. refusing to accept early repayment of debts on payment of 

applicable penalty; or  

iv. entitling a party to the contract to terminate such contract 

unilaterally, without reasonable cause; or  

v. permitting one party to assign the contract to the detriment of 

the consumer, without his consent; or  

vi. imposing on the consumer any unreasonable charge, obligation 

or condition which puts such consumer to disadvantage. 

 

1.5. Another significant change is in the definition of “Unfair Trade 

Practice”. The term now includes a trade practise which for the purpose of 

promoting the sale, use or supply of any goods or for the provision of any 

service, adopts any unfair method or unfair or deceptive practice including 

any of the following practices, namely making any statement, whether 

orally or in writing or by visible representation including by means of 

electronic record, which is in the nature of a false representation with 

regard to a product or service made by the seller including mis 

representation in warranties or guaranties in relation to such product and 

or service.  
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1.6. The Definition of “Defect" would cover any fault, imperfection or 

shortcoming in the quality, quantity, potency, purity or standard which is 

required to be maintained by or under any law for the time being in force; 

or under any contract, express or implied; or as is claimed by the trader in 

any manner whatsoever in relation to any goods or product and the 

expression "defective" shall be construed accordingly; 

 

1.7. The definition of the expression “Deficiency” will now include any 

fault, imperfection, shortcoming or inadequacy in the quality, nature and 

manner of performance which is required to be maintained by or under any 

law for the time being in force or has been undertaken to be performed by 

a person in pursuance of a contract or otherwise in relation to any service 

and includes— (i) any act of negligence or omission or commission by such 

person which causes loss or injury to the consumer; and (ii) deliberate 

withholding of relevant information by such person to the consumer. 

Thus Deficiency is relatable to a Service whereas Defect is with regard to a 

Product.   

1.8. The definition of the expression “Endorsements” is now broadened 

to include identifiable personal characteristics of an individual, name and 

seal of institutions and organizations that makes the consumer believe that 

it reflects their opinion.  

1.9. The definitions of “Electronic Service Provider” and “Misleading 

Advertisement” have been introduced.  

1.9.1 The term “Electronic Service Provider” means and includes 

person who provides technologies or processes to enable a product 

seller to engage in advertising or selling goods or services to a 

consumer and includes any online market place or online auction sites; 

1.9.2. The term “Misleading Advertisement” in relation to any 

product/service refers to an advertisement, which falsely describes 

such product or service; gives a false guarantee to, or is likely to 
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mislead the consumers as to the nature, substance, quantity or quality 

of such product/service; conveys an express or implied representation 

which, if made by the manufacturer or seller or service provider 

thereof, would constitute an unfair trade practice; deliberately 

conceals important information. 

1.9.3 A conjoint reading of the expression “Misleading Advertisement” 

with the definition “Endorsement” (supra) will broaden the net of 

liability to celebrity endorsements, in a given situation. 

1.10. The Definition of “Product Service Provider” in relation to a 

product means a person who provides a service in respect of such product. 

1.11. Another important term which is introduced in the CPA, 2019 is that 

of “E-commerce” which is yet to be notified. The expression “E-

commerce” would encompass buying or selling of goods or services 

including digital products over digital or electronic network.  

Ecommerce would thus cover in its ambit sales made on online platforms.  

 

2. Chapter II, Section 3 to 9 - Consumer Protection Councils: 

Consumer Protection Councils introduced under this Act, not covered under 

the erstwhile legislation. 

 

 District Consumer 

Protection Council 

State Consumer 

Protection Council 

Central Consumer 

Protection Council 

1. Also known as District 

Council 

Also known as State 

Council 

Also known as Central 

Council 

2. An advisory Council 

which shall meet as 

and when necessary. 

However, two 

An advisory Council 

which shall meet as and 

when necessary. 

However, two meetings 

An advisory Council 

which shall meet as 

and when necessary. 

However, one 
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meetings in a year are 

mandatory. 

in a year are 

mandatory. 

meeting in a year is 

mandatory. 

3. Members shall consist 

of: 

(a) the Collector of the 

district (by whatever 

name called), who 

shall be the 

Chairperson; and  

(b) such number of 

other official and non-

official members 

representing such 

interests as may be 

prescribed 

Members shall consist 

of: 

(a) the Minister-in-

charge of Consumer 

Affairs in the State 

Government who shall 

be the Chairperson; 

(b) such number of 

other official or non-

official members 

representing such 

interests as may be 

prescribed; 

(c) such number of 

other official or non-

official members, not 

exceeding ten, as may 

be nominated by the 

Central Government 

Members shall consist 

of: 

(a) Minister-in-

charge of the 

Department of 

Consumer Affairs in 

the Central 

Government, who 

shall be the 

Chairperson; and 

(b) such number of 

other official or non-

official members 

representing such 

interests as may be 

prescribed 

4. The main object is to 

render advice on 

promotion and 

protection of consumer 

rights under this Act 

within the district. 

The main object is to 

render advice on 

promotion and 

protection of consumer 

rights under this Act 

within the State. 

The main object of is 

to render advice on 

promotion and 

protection of the 

consumers' rights 

under this Act. 

 

3. Chapter III, Sections 10 to 27 – Central Consumer Protection 

Authority (CCPA) – YET TO BE NOTIFIED 

3.1. The CCPA shall regulate matters relating to violation of rights of 

consumers, unfair trade practices and false or misleading 
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advertisements which are prejudicial to the interests of public and 

consumers and to promote, protect and enforce the rights of 

consumers as a class.  

3.2. It has a separate investigation wing headed by Director-General, 

which may conduct inquiry or investigation into consumer law 

violations. 

3.3. The CCPA has powers to take suo-moto actions, cancel licences, recall 

products if a consumer complaint affects more than one individual, 

refer matter for investigation and to issue directions and penalties 

against false or misleading advertisements. 

3.4. However, these provisions are yet to come into force and effect. 

 

4. Chapter IV, Sections 28 to 73 – Consumer Disputes Redressal 

Commission: 

4.1. Consumer Disputes Redressal Commissions (CDRCs) will be set up at 

the District, State, and National levels. The Consumer will now be 

able to file cases in the nearest commission under the jurisdiction of 

which he resides or works for gain or where cause of action arises. 

Consumers can file complaints from anywhere or the State or District 

Commission closest to where they reside instead of location where 

the service or products were sold/agreed to be sold, as specified 

under the old Act.  

4.2. The New Act also contains enabling provisions for consumers to file 

complaints electronically. 

4.3. A complaint can be filed by a Consumer, a recognised consumer 

association irrespective of whether the aggrieved consumer is a 

member of such association of not, on or more consumers with similar 

interest, the Central Government/ Central Authority/ State 

Government as the case may be. 

4.4. A consumer can file a complaint with CDRCs in relation to:  

i. unfair or restrictive trade practices;   

ii. defective goods or services 
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iii. overcharging or deceptive charging 

iv. the offering of goods or services for sale which may be 

hazardous to life and safety. 

 

4.5. Complaints against an Unfair Contract can be filed with only the State 

and National Commissions. Appeals from a District CDRC will 

be heard by the State CDRC.  Appeals from the State CDRC will be 

heard by the National CDRC.  Final appeal will lie before the Supreme 

Court. 

 

 District Commission State Commission National 

Commission 

1. The District Commission 

shall have jurisdiction to 

entertain complaints 

where the value of the 

goods or services paid as 

consideration does not 

exceed INR 1 crore. 

(earlier it was: 

Does not exceed INR 20 

Lakhs).  

The State Commission 

shall have jurisdiction to 

entertain complaints 

where the value of the 

goods or services paid as 

consideration exceeds INR 

1 crore but does not 

exceed INR 10 crores. 

(earlier it was: exceeds 

INR 20 lakhs but does not 

exceed INR 1 crore) 

The National 

Commission shall 

have jurisdiction to 

entertain complaints 

where the value of 

the goods or 

services paid as 

consideration 

exceeds INR INR 10 

crores. (earlier it 

was: exceeds INR 1 

crore) 

However, the Central Government may prescribe such other value, as it 

deems fit. 

2. The District Commission 

cannot entertain 

complaints against 

Unfair Contracts. 

 

Can entertain complaints 

against Unfair Contracts 

where consideration paid 

does not exceed INR 10 

crores. 

Can entertain 

complaints against 

Unfair Contracts 

where consideration 
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 paid exceeds INR 10 

crores. 

 

3. Appeal from District 

Commission shall be 

preferred to State 

Commission within 45 

days from date of Order.  

Appeal from State 

Commission shall be 

preferred to National 

Commission within 30 

days from date of Order.  

Appeal from National 

Commission shall be 

preferred to 

Supreme Court of 

India within 30 days 

from date of Order. 

And endeavour shall be made to dispose of the 

Appeals preferred before them, within 90 days 

from date of its admission. 

4. If the appellant was directed to pay money, appeal shall not be entertained 

unless 50% of the amount is deposited. This requirement of pre-deposit will 

be applicable to Appeal filed before Supreme Court as well. 

Such pre deposit requirement, will reduce the number of frivolous appeal 

filings. 

5. Any of the above bodies (supra) shall admit or reject the complaint within 

21 days of filing the complaint, failing which it shall be deemed to be 

admitted. In any event, the complaint shall not be rejected without giving 

an opportunity of being heard. 

6. As far as possible, the complaint shall be disposed of within 3 months from 

date of receipt of notice by opposite party where the complaint does not 

require analysis or testing of commodities and within 5 months if it requires 

analysis or testing of commodities. 

7. Limitation Period: A complaint shall not be entertained unless it is filed 

within two years from the date on which the cause of action has arisen. 

 

5. Chapter V, Sections 74 to 81 – Mediation: 
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5.1. Where the consumer dispute could not be settled by mediation, the 

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

continue to hear all the issues involved in such consumer dispute. 

5.2. The Consumer Mediation Cell shall be attached to District, State and 

National Commissions which shall maintain empanelled mediators. 

5.3. Every consumer mediation cell shall submit a quarterly report to the 

District, State or the National Commission to which it is attached. 

5.4. A complaint will be referred by a Consumer Commission for 

mediation, wherever scope for early settlement exists and parties 

agree for it. This mediation will be held in the Mediation Cells, which 

is to be established under the aegis of the Consumer Commissions. 

5.5. Consumer Protection (Mediation) Rules, 2020 have also been notified. 

As per the said Rules, the following shall not be referred to Mediation: 

1. Medical negligence resulting in grievous hurt or death; 

2. Defaults and/or offences where application for compounding of 

offences has been made; 

3. Serious and specific allegations of fraud, fabrication of 

documents, forgery, impersonation, coercion; 

4. Prosecution of criminal and non-compoundable offences. 

5.  Commission may choose Not to refer a matter to mediation if 

it is satisfied that no element of settlement exists which may 

be mutually acceptable to parties or it is otherwise not 

appropriate having regard to the facts and circumstances of the 

case. 

 

6. Chapter VI, Sections 82 to 87 – Product Liability: 

6.1. The concept of product liability has been introduced wherein a 

complaint/claim for compensation can be filed by a consumer against 

a product manufacturer, product seller or service provider for any 

harm caused by a defective product. The liability is restricted to a 

defective product manufactured, sold including services rendered in 

relation to such product. 
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6.2. The Act provides various circumstances under which the Product 

Manufacturer, Service Provider, Product Seller shall be liable under 

the Product Liability Action. However, having said that, the Act also 

lays down exceptions wherein the Product Manufacturer, Service 

Provider, Product Seller shall not be held liable. 

6.3. Liability of Product Manufacturer, Service Provider, Product Seller: 

 

Product 

Manufacturer 

Liable under a product liability action if:  

(a) the product contains a manufacturing defect; or  

(b) the product is defective in design; or  

(c) there is a deviation from manufacturing specifications; or  

(d) the product does not conform to the express warranty; or  

(e) the product fails to contain adequate instructions of 

correct usage to prevent any harm or any warning regarding 

improper or incorrect usage. 

(f) even if he proves that he was not negligent or fraudulent 

in making the express warranty of a product. 

Service 

Provider of a 

Product 

Liable in a product liability action, if—  

(a) the service was faulty, imperfect, deficient or inadequate 

in quality, nature or manner of performance which is required 

to be provided under law or contract 

(b) there was an act of omission, commission, negligence or 

conscious withholding of any information which caused harm; 

or  

(c) the service provider did not issue adequate instructions or 

warnings to prevent any harm; or  

(d) the service did not conform to express warranty or the 

terms and conditions of the contract. 

Product 

Seller 

Liability in a product liability action, if-  
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(a) he has exercised substantial control over the designing, 

testing, manufacturing, packaging or labelling of a product 

that caused harm; or  

(b) he has altered or modified the product which was the 

substantial factor in causing the harm; or  

(c) harm caused when the product failed to conform to the 

express warranty made by the product seller, independent of 

any express warranty made by a manufacturer, or  

(d) the product has been sold by him in the following 

circumstances: 

 the identity of product manufacturer of such product is 

not known 

 where the identity if known but the service of notice or 

process or warrant cannot be effected on him 

 Product manufacturer is not subject to the law which is in 

force in India 

 the order, if any, passed or to be passed cannot be 

enforced against him; or  

(e) Product Seller failed to exercise reasonable care in 

assembling, inspecting or maintaining such product or he did 

not pass on the warnings or instructions of the product 

manufacturer regarding the dangers involved or proper usage 

of the product while selling such product and such failure was 

the proximate cause of the harm. 

Exceptions  at the time of harm, product was misused, altered, 

modified; 

 product was purchased by employer for workplace and 

employer was given warnings; 

 product is sold as a component or material to be used in 

another product and warnings were given but the harm 

was caused by end product; 
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 where product was to be used under supervision of 

experts and warnings were given to experts; 

 complainant, while using product, was under the influence 

of alcohol or drugs not prescribed by medical practitioner; 

 failure to instruct or warn about a danger which is obvious 

or commonly known to the user or consumer of such 

product or which, such user or consumer, ought to have 

known, taking into account the characteristics of such 

product. 

 

7. Chapter VII, Sections 90 and 91 – Offences and Penalties: 

Punishment for 

manufacturing for sale or 

storing, selling or 

distributing or importing 

products containing 

adulterant* 

 

 

 

 

 

 

 

 

* "adulterant" - any 

material including 

extraneous matter which is 

employed or used for making 

a product unsafe; 

 

a. does not result in any injury to the 

consumer: 

Imprisonment- may extend to 6 months 

‘and’ 

Fine – may extend to INR 1 lakh 

b. causing injury not amounting to grievous 

hurt# to the consumer: 

Imprisonment- may extend to 1 year ‘and’ 

Fine – may extend to INR 3 lakhs 

c. causing injury resulting in grievous hurt:  

Imprisonment- may extend to 7 years 

‘and’ 

Fine – may extend to INR 5 lakhs 

Cognizable and Non-Bailable 

d. results in the death of a consumer: 

Imprisonment- not be less than seven 

years, but which may extend to 

imprisonment for life ‘and’  

Fine- not be less INR 10 lakh  

Cognizable and Non-Bailable 
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# "grievous hurt" - 

meaning as assigned to it in 

section 320 of the Indian 

Penal Code. 

Punishment for 

manufacturing for sale or 

for storing or selling or 

distributing or importing 

spurious goods 

 

 

 

Spurious goods - defined 

under section 2(43) of 

CPA, 2019. 

a. causing injury not amounting to grievous 

hurt: 

Imprisonment- may extend to 1 year ‘and’ 

Fine – may extend to INR 3 lakhs 

b. causing injury resulting in grievous hurt: 

Imprisonment- may extend to 7 years 

‘and’ 

Fine – may extend to INR 5 lakhs 

Cognizable and Non-Bailable 

c. results in the death of a consumer: 

Imprisonment- not be less than seven 

years, but which may extend to 

imprisonment for life ‘and’  

Fine- not be less INR 10 lakh  

    Cognizable and Non-Bailable 

 

8. Chapter VIII, Sections 95, 98, 100, 101 [except clauses (f) to (m) 

and (zg), (zh), (zi) od sub-section 2] , 102, 103, 105, 106, 107 – 

Miscellaneous: 

This Chapter includes all the miscellaneous provisions such as powers of 

Central Government and State Government to make Rules, power of 

National Commission to make Regulations, Rules and Regulations to be laid 

before House of Parliament, power to remover difficulties, repeal and 

savings clause, etc. 

 

9. Other Important Developments as stated in the Rules: 
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9.1. As per the Consumer Disputes Redressal Commission Rules, there will 

be no fee for filing cases up to INR 5 lakh. 

9.2. The Rules on composition of the Central Council, provides for the 

setting up of the Central Consumer Protection Council as an advisory 

body on consumer issues which will have maximum 36 members. The 

Chairperson shall be Minister in Charge of Consumer Affairs in Central 

Government. The Minister of State/Deputy Minister in charge of 

consumer affairs in Central Government shall be Vice Chairperson 

and 34 other members from different fields. The council, which has a 

three-year tenure, will have Minister-in-charge of consumer affairs 

from two states from each region- North, South, East, West, and 

North East. 

9.3. Mediation Rules as set out in Para 5.5 (supra). 

  

10. Noteworthy changes in the CPA, 2019 as compared to the 

erstwhile Law: 

 

10.1. The CPA, 2019 is an ode to the era of digitization and e-commerce. 

The definitions incorporated under the CPA, 2019 like that of E-

Commerce, Electronic Service Provider, Misleading Advertisements, 

Endorsements, Unfair Contracts are testimony to such transformation 

from the erstwhile legislation. The definition of Unfair Contracts in 

CPA 2019, embraces  certain unfair practices which take place 

through the modicum of an agreement or contract. The intent is to 

safeguard the consumer from such practises.  

10.2. The CPA, 2019 creates Consumer Protection Councils under sections 

3 to 9 thereof which play an important advisory role. The object is to 

render advice on promotion and protection of Consumer Rights at the 

District, State and Central levels. This is a welcome step as it makes 

the Consumer more aware and enlightened of his legal rights and 

entitlements.  
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10.3. The CPA, 2019 includes within its fold an Authority called Central 

Consumer Protection Authority (CCPA), sections 10 to 27 in Chapter 

III, dealing with CCPA are yet to be notified, to come into force and 

effect. This is in the nature of a Regulatory Authority concerned with 

violation of Consumer Rights, Unfair Trade Practices, False or 

Misleading Advertisements which are detrimental to Consumer 

interest. The CCPA has wide powers including those to take suo-moto 

action, cancel licences, recall products in certain situations, refer 

matters for investigation and to issue penalties against False or 

Misleading Advertisements.  

10.4. The CPA, 2019 also focuses and lays emphasis on Alternate Dispute 

Resolution Mechanism like that of Mediation, empowering the District, 

State and National Commissions to refer a Consumer Dispute to 

Mediation. A Consumer Mediation Cell shall be attached to each of 

these Commissions, which shall maintain empanelled Mediators. This 

step would encourage amiable resolution of disputes in appropriate 

cases, where an adjudicatory process can be avoided. 

10.5. In the above context, as the CPA, 2019 provides for Mediation, there 

are Rules formulated known as Mediation Rules 2020, which carve 

out an exception to Mediation in cases of Medical Negligence resulting 

in grievous hurt or death; defaults where application of compounding 

of offences have been made; serious and specific allegations of fraud; 

fabrication of documents; forgery; prosecution of criminal and non-

compoundable offences; and/or in cases where the Commission 

believes that no element of settlement exists in the facts and 

circumstances of that case. 

10.6. The CPA, 2019 in Chapter VI thereof, under sections 82 to 87 

introduces the concept of Product Liability. This is a unique, maverick 

concept where not only the Product Manufacturer or a Product Seller 

but also a Service Provider shall be liable in a Product Liability Action 

if the service was faulty, imperfect of deficient; an act of omission, 

negligence or withholding of information; service provider has failed 
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to issue adequate instructions or warnings to prevent any harm or 

injury and the service did not conform to express warranty and/or 

terms and conditions of the contract. This sufficiently and adequately 

protects the Consumer from the defects, deficiencies not merely 

related to the product but also to the services provided in connection 

with such product.  

To illustrate, After sales services, defect in the product after it is sold, 

defect or deficiency in service and / or misrepresentation rendered in 

relation to the product would be now covered.  

 

11. Epilogue: 

 

The CPA, 2019, reinforces the philosophy manifesting in an adage 

“Consumer is the King” considering the contemporary times swept by the 

winds of digitization, e-commerce necessitating a transformation in the 

legal rights that a Consumer would now be armed and anchored with. The 

Act is a positive step to make the Consumer more informed, enlightened 

and prepared to face the challenges of changing times.  

 

Before concluding, we are reminded of Mahatma Gandhiji’s famous quote, 

”A customer is the most important visitor on our premises. He is not 

dependent on us. we are dependent on him.” 

 

Warmly,  

Team Sethna Chambers. 

Advait Sethna, Counsel  a/w Archana Swaminathan (Associate), Saanchi 

Dhulla (Intern). 

 

 


