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1. New consumer protection law
The Consumer Protection Act, 2019, which replaces the 
Consumer Protection Act of 1986, has come into effect from 
July 20, 2020, albeit partially.

The government has notified the necessary rules and regulations 
with a view to operationalize different sections the new 
consumer protection law, thus making portions it effective.

Like the earlier Consumer Protection Act, 1986, which has 
been repealed, the new CP Act also seeks to protect the 
interest of the modern consumers and ensures that their 
grievances are addressed expeditiously and effectively. 

2. Why new law?
We live in a world where the business environment is 
extremely dynamic and changes take place quickly. 

For instance, in 1986, the year when the old consumer 
protection act was framed, there were no mobile phones, 
internet, e-marketing, telemarketing, video conferencing etc. 
The law was enacted to protect the interest of consumer 
taking into account the ground realities of that time. The old 
rules and regulations have lost their relevance with changes 
in business practices.

Secondly, it is always desirable to update and improve the 
law to ensure that it continues to meet the desired objectives. 
Laws anyway are not cast in stone and they ought to be 
modified in the light of the experience gained lest they 
become irrelevant. 

Salient features of the 
Consumer Protection Act, 2019
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Taking into account the changing business 
environment and the need to improve the 
grievance redressal mechanism of the earlier 
law, the government came up with the new 
Consumer Protection Act, 2019.

The emergence of global supply chains, 
rise in international trade and the rapid 
development of e-commerce have led to new 
delivery systems for goods and services and 
have provided new options and opportunities 
for consumers.

Equally, this has rendered the consumer 
vulnerable to new forms of unfair trade 
and unethical business practices. Misleading 
advertisements, telemarketing, multi-level 
marketing, direct selling and e-commerce pose 
new challenges to consumer protection and 
will require appropriate and swift executive 
interventions to prevent consumer detriment. 
Therefore, it has become inevitable to amend 
the Act to address the myriad and constantly 
emerging vulnerabilities of the consumers. 
In view of this, it is proposed to repeal 
and reenact the Act,” said the Statement of 
Objects and Reasons of the new consumer 
protection law.

3. Salient features of the new Act
3.1 Consumer Protection Authority - The 
new Act provides for creation of a Central 
Consumer Protection Authority (CCPA) to 
promote, protect and enforce the rights of 
consumers; make interventions when necessary 
to prevent consumer detriment arising from 
unfair trade practices; and initiate class action 
for recall, refund and return of products. 

The authority will be empowered to conduct 
investigations into violations of consumer 
rights and institute complaints/prosecution; 
order recall of unsafe goods and services; 
order discontinuance of unfair trade practices 
and misleading advertisements; and impose 
penalties on manufacturers/endorsers/publishers 
of misleading advertisements.

The Authority will have an Investigation Wing 
headed by a Director General for the purpose 
of conducting inquiry or investigation. Director 
General will have the powers of search and 
seizure under section 22 of the Act.

This provision, however, has not yet been 
notified by the government.

3.2 Consumer Protection Councils - There 
is a provision for setting up of Consumer 
Protection Councils at national, state and 
district levels. These councils will be required 
to meet regularly and render advice to the 
respective authorities on promotion and 
protection of the consumers’ rights under 
the Act.

3.3 Consumer Commissions - Under the new 
Act, there will be a three-tier structure for 
redressal of consumer complaints - District 
Commissions, State Commissions and National 
Commission. 

A complaint can be filed at District Commission 
where value of goods or services does not 
exceed ` one crore [section 34(1)]; State 
Commission where value of goods or services 
exceeds ` 1 crore but does not exceed ` 10 
crore [section 47(1)(a)]; and National Commission 
where value of goods or services exceeds 
` 10 crore [section 58(1)(a)(i)].

A resident can file the complaint within the 
territorial jurisdiction of the Commission where 
he or she resides or personally works for 
gain. This will ease burden on complainant.

The old Act, it may be mentioned, had also 
provided for a three-tier consumer dispute 
redressal machinery at the National (National 
Consumer Disputes Redressal Commission), 
State (State Commissions) and District Forums. 
Under the old Act, the monetary limit for 
filing of complaint was ` 20 lakhs in case 
of District Forum and ` 1 crore in case of 
State Commission].

Among other things, the new law empowers the 
State and District Commissions to review their 
own orders. The consumers can file complaints 
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