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Consumer Protection Act, 2019 Changes 

made over the repealed Consumer 

Protection Act, 1986 
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  ABSTRACT 
Despite being social welfares focused, the Consumer Protection Act, 1986 became obsolete 

with the rapid changes in Business Environment. The administration of this Act's different 

clauses revealed several flaws. The fundamental change in how the market operates 

necessitated the creation of new consumer protection legislation. So, A new consumer 

protection law was necessary, and the Consumer Protection Act 2019 was enacted in 

response to the expanding e-commerce market, worldwide supply chains, and e-commerce 

transactions. The present paper comparatively reviews the Consumer Protection Act, 1986 

and Consumer Protection Act, 2019.  

Keywords: Commission, Rights, Complainant, and Consumer 

 

I. BACKGROUND 
The world has become a global village market as a result of the adoption of liberalisation, huge 

marketplaces, trading across borders, and lower tariffs or free trade. However, this kind of 

growth has also brought forth some serious issues for humanity. For instance, the idea of a free 

market, unethical trade practices, and unfair competition has a negative influence on both 

developed and developing country customers. Customers are exposed to illegal trade practices 

such as monopolies, increased competition, reduced quality, fabricated information, etc. in 

order to increase profits without taking the interests of the public at large into account. 

Everyone knows that consumers come from diverse ages, socioeconomic classes, and 

educational levels. Everyone requires legislative protection from consumer threats and 

dishonest business tactics. Because of this, "The Consumer Protection Act, 19862", a statute 

dealing with consumer protection, was passed in 1986 to secure and guard the interests of 

consumers. The Act's goal was to offer the consumers timely and affordable resolution of their 

complaints3. To inform consumers of their rights, the "Central Consumer Protection Council" 

 
1 Author is an Assistant Professor at Department of Business Administration, Vaish College of Engineering, 

Rohtak, Haryana, India. 
2 The Consumer Protection Act, 1986 (68 of 1986) 
3 Chaudhary , Ram Naresh (2017) Consumer Protection Law: Provisions and  Procedure Ed.2 Regal Publications, 
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and the "State Consumer Protection Council" were established as part of the implementation of 

the law. A quasi-judicial system known as "District Forums, State Consumer Disputes 

Redressal Commissionand National Redressal Commission" was developed at the district, state, 

and national levels for the purpose of resolving consumer complaints quickly, affordably, and 

simply. 

The Supreme Court debated the intent and objectives of "The Consumer Protection Act, 1986" 

in the case of “A Registered Society v. Union of India”4. It was decided that the purpose of the 

legislation was to protect consumer interests, as stated in the Preamble to the Act. There has 

been a noticeable increase in the country's consumer awareness since the Consumer Protection 

Act, 1986 was enacted. Before the implementation of this law, both dealers and producers of 

consumer products were taking advantage of them, and consumers weren't receiving their 

money's value. Thus, the necessity for consumer dispute forums became more and more 

apparent. Therefore, it makes sense that legislation was introduced and passed with a great deal 

of excitement and hoopla as a ground-breaking charitable law meant to protect the consumer 

from being taken advantage of by dishonest producers and merchants of consumer goods. 

FORA, a three-tier for resolving consumer complaints, was envisioned at three levels “District 

Forum, the State Commission, and the National Commission”. 

Om PrakasSaini v. DCMLtd5 further noted that "the Act of 1986 is a full code in itself." It 

provides definitions for a number of terminologies, including "customer," "consumer-dispute," 

"defect," "deficiency," "goods," "manufacturer," "restrictive trade practise," "service," and 

"unfair trade conduct." At the district, state, and federal levels, it provides for the establishment 

of consumer councils and adjudicatory forums. Any person who feels wronged by an order 

made by the District Forum may appeal to the State Commission.  A person who feels they have 

been wronged may appeal a State Commission decision to the National Commission. The 

appeals process available to a person who feels wronged by a State Commission order must be 

considered an effective alternative remedy as the 1986 Act is a special statute passed by 

Parliament to better protect the interests of consumers and a fair mechanism for resolving 

consumer disputes. 

The Supreme Court's observations in the case of Lucknow Development Authority v. 

M.K.Gupta6provide insight into the significance of this legislation, which is as follows: 

 
New Delhi. 
4 AIR 1993 SC 1403 
5 AIR 2010 SC 2608 
6 AIR 1994 SC 787 
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The preamble of the Act, which can be helpful in determining the legislative aim, states that it 

was passed "to provide for the protection of the interest of consumers". The word "protection" 

gives insight into the thinking of the Act's authors. Numerous definitions and rules that make 

complex attempts to accomplish this goal must be interpreted broadly because they cannot 

control how a provision is understood in the absence of a plan. In actuality, the law fulfills a 

long-felt need to safeguard the common man against these frauds. 

The Act's significance lies in its promotion of societal welfare. In a society where "producers 

have secured power" to "rob the rest", and the process of consumer welfare is so tedious and 

time-consuming, lefts the common man helpless and bewildered. This Act is a step towards 

eradicating the consumer's helplessness. 

A look at the definitions of terms like "customer," "service," "trader," and "unfair commercial 

practice" shows that the Act's scope has been extended by the legislature. Each of these 

definitions consists of two sections: an explanation and an expansion. The major or explanation 

component itself makes use of terms with broad scope to clearly indicate its broad scope, and 

then its scope is expanded to include items that would have otherwise been outside the scope of 

its natural import. Since, “Consumer Protection Act of 1986” was a "social benefit-oriented 

legislation," it made it easier to interpret the law broadly to safeguard consumers' interests from 

being violated. 

The Supreme Court of India established a three-member committee to investigate issues relating 

to Consumer Disputes Fora/Commissions, its members, their appointment, etc., in order to 

make them more effective, efficient, and quick in their process after hearing a case that raised 

concerns about the lack of infrastructure in the consumer FORA7. The court acknowledged the 

necessity to make sure that the right infrastructure is made available at all levels of the consumer 

for nationwide. Later, the Court, in reference to the three-member committee's findings, made 

the following crucial finding that clarifies the necessity of legal reform: 

The facts that have come to light as a result of the interim report that the Committee submitted 

on October 17, 2016, "constitute a sobering reflection of how far reality lies from the goals and 

objectives which Parliament had viewed while enacting the Consumer Protection Act 1986" 

according to the report. The Committee has noted that the FORA established by the enactment 

do not operate as effectively as anticipated because of a subpar organisational structure, lacking 

infrastructure, a lack of sufficient and trained personnel, and a dearth of qualified individuals in 

 
7Nagarathna, A. Consumer Protection Act- A review of criminal sanction protecting consumers.International 

Journals of Consumer Law and Practice Vol – 8, p-28 
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the adjudicating bodies8. 

The Supreme Court recommended various administrative changes to the Consumer Protection 

Act in the aforementioned case after noting the "pathetic" state of the nation's infrastructure and 

observed that "A systematic overhaul of the entire infrastructure is necessary if the Consumer 

Protection Act, 1986 is to not become a dead letter"9. Following that, the court made 

recommendations for rules and regulations to be created under the Act in addition to 

administrative modifications. 

II. CONSUMER PROTECTION ACT, 2019 
The fundamental change in how the market operates necessitated the creation of new consumer 

protection legislation10. A new consumer protection law was necessary, and the “Consumer 

Protection Act, 2019” was enacted in response to the expanding e-commerce market, worldwide 

supply chains, and e-commerce transactions. India has also seen a backlog of unresolved 

consumer court cases11. Since there have been deceptive advertisements in the new market 

environment, a specific check on direct selling and multilevel marketing was required. 

As a result, on July 8, 2019, the LokSabhaintroduced the Consumer Protection Bill 2019. The 

Bill was approved by both the LokSabha and the RajyaSabha on July 30, 2019, and August 6, 

2019, respectively. On August 9, 2019, the President of India gave his assent to the bill. The 

former “Consumer Protection Act of 1986” has been superseded by this Act. Many new 

provisions were incorporated in the Act of 2019, while some provisions of the Act of 1986 have 

also been kept. The Act of 2019 makes the following modifications, among others: 

Consumer 

Under the “Consumer Protection Act of 2019”, the term "Consumer" has been broadened to 

include both offline and online transactions made using technological tools, including 

teleshopping, direct selling, and multi-level marketing. The new Act of 2019 defines 

"consumer" to encompass customers who make transactions online. The new Act fills the gap 

left by the prior Act's failure to explicitly cover online purchasers of goods. 

 

 

 
8 State of U.P  v.  All U.P. Consumer Protection Bar Assn., (2018) 7SCC 423. 
9 V.Balachandra and KV  ArunimaIOSR Journal of Business and Management Volume  - 23 Issue – 9 (September 

2021) 
10 Supra note 7. 
11 Consumer Protection Act, 2019,  (Act No. 35 of 2019) s. 2(7) explanation (b) 
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Consumer Rights12" Includes: 

1. The right to be protected from the marketing of goods, products, or services that pose a 

risk to property or life; 

2. The right to information regarding the standards, price, amount, potency, purity, and 

quality of goods, services, or products, as applicable, in order to safeguard the customer 

against deceptive business practises; 

3. The right to be guaranteed access to a variety of goods, products, or services at 

reasonable costs, wherever possible; 

4. The right to be heard at relevant forums and to be guaranteed that their interests will be 

taken into consideration; 

5. The right to file a complaint over unethical business practises, restricting business 

policies, or shady consumer exploitation; 

6. The right to informed consumer choice. 

Filing of complaint 

Under the Consumer Protection Act of 1986 complaint could be filed at the location of the 

purchase or the seller’s registered office only. The right to make a complaint in the appropriate 

consumer forum located in the consumer's place of residence or employment is now granted to 

consumers under the new Act of Consumer Protection. Additionally, the consumer himself, his 

parents, or his legal guardian may also now register a complaint. 

E-filing of complaint 

The new Consumer Protection Act now allows complainants to submit their complaints 

electronically as well as through video conferencing. For attending to his case and/or 

interrogating the people concerned, the complainant may also use video conferencing. This 

way, it has lessened the inconvenience to the complainant. 

Advertisement13 

The term "advertisement," which was not defined under the Act 1986 is now defined as any 

audio or visual publicity, representation, endorsement, or pronouncement made through the use 

of light, sound, smoke, gas, print media, electronic media, the internet, or a website, as well as 

any notice, circular, label, wrapper, invoiced, or other such documents. 

 
12 Ibid. s. 2(9) 
13Ibid. s. 2(1) 
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False/misleading advertisement14 

For the endorsement of products and services, which is typically done by celebrities and is 

covered by the provision of false and misleading advertisement, there is a distinct provision. In 

addition to the responsibility put on the manufacturers and service providers, celebrities will 

also bear some of the blame. Misleading advertising includes purposefully omitting critical 

information. 

Goods also include food15 

"Goods" comprises "food" as defined in Clause (j) of sub-section (I) of Section 3 of the Food 

Safety and Standards Act, 2006, and refers to all types of movable property. This has taken the 

place of the Act of 1986's definition of "goods." It would be beneficial to put more food delivery 

services within the umbrella of consumer protection. 

Telecom Services 

The word "telecom" has been introduced to the definition of "services" with the intention of 

bringing telecom services within the 2019 Act. However, it would have been much better if the 

word "telecom" had been replaced with "telecommunication services" as specified under the 

Telecom Regulatory Authority of India Act. 

Pecuniary Jurisdiction 

The purchasing power and income of consumers have grown significantly over the period of 

time. In comparison to the 21st century, the amount that people spent on purchases, projects, 

and infrastructure was quite low. As a result, the National Commission was under additional 

strain. Because of this, the Consumer Courts' financial jurisdiction has changed and is now as 

follows: 

District Commission State Commission National Commission 

Earlier it was: UP to 20 

Lakhs 

Earlier it was: 20 Lakhs -1 

Crore 

Earlier it was: Above 1 

Crore 

Now it is: UP to 1 Crore16 Now it is: 1Crore -10 

Crore17 

Now it is: Above 10 Crore18 

 
14  Consumer Protection Act, 2019,  (Act No. 35 of 2019), s. 2(21) 
15Anala A, Consumer Protection Act: An overview international Journal of  multidisciplinary  Educational 

research Vol.-10 issue 6(10) June 2021,   
16 Ibid. s. 34 
17 Ibid. s. - 47 
18 Ibid. s. 58 
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Changes in the composition of Commissions 

Particulars District 

Commission19 

State Commission20 National 

Commission21 

Composition 1 President and at 

least 2 members   

1 President and at 

least 4 members   

1 President and at 

least 4 members   

Location In the District of the 

State 

In each State At NCR 

Qualification As given by Central 

Government 

As given by Central 

Government 

As given by Central 

Government 

Filing Complaint By Central 

Authority; may be 

filed electronically  

By Central 

Authority; may be 

filed electronically 

By Central 

Authority; may be 

filed electronically 

Place of Suing Where the 

complainant resides 

or works 

Where the 

complainant resides 

or works 

 

     ------ 

If a judgement is not rendered within 21 days, the complaint is presumed to have been accepted. 

The matter will be dealt with on the merits if the complainant does not contact the consumer 

commission. 

Changes regarding Appeals 

District Commission to 

State Commission under 

section 41 

State Commission to 

National Commission under 

section 51 

National Commission to 

Supreme Court under 

section 67 

•  Within 45 Days 

(earlier, it was 30 

days) 

• Fees shall be 50% 

of the Pre-deposit 

• Within 30 Days  

• Fees shall be 50% of 

the Pre-deposit 

(earlier, it was 

35,000 INR) 

• Within 30 Days  

• Fees shall be 50% 

of the Pre-deposit 

(earlier, it was 

50,000 INR) 

 
19 Ibid. s. 28(2) 
20 Ibid. s. 42(2) 
21 Ibid. s. 53(2) 
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(earlier, it was 

25,000 INR) 

• No appeal 

applicable if the 

decision passed 

through Mediation 

  

Central Consumer Protection Authority22 

To advance, safeguard, and protect consumers' rights, the Central Consumer Protection 

Authority (CCPA) was established. The National Capital Region will serve as the headquarters, 

and the government will choose the locations of the regional offices. The authority is 

responsible for policing unfair business practices, deceptive advertising, and consumer rights 

violations. A director general-led investigating wing shall also exist under the authority. The 

CCPA has the authority to impose fines on manufacturers or promoters, force the recall of 

goods, refund costs, and issue instructions. Only the national Commission may be petitioned 

for review of such orders. Uncertainty exists over the conditions or standards under which the 

National Commission will consider such cases. If the pecuniary jurisdiction changes, it is 

uncertain if the current cases will be transferred. However, there are speculations that the new 

jurisdiction will only apply to new cases. 

Unfair Contracts23 

A contract between a manufacturer, merchant, or service provider and a consumer that harms 

the consumer or significantly alters his rights is referred to as an unfair contract. One of these 

situations is the abrupt, without warning termination of the contract. A complaint may be made 

for the same purpose with the State Commission for up to 10 crore INR and the National 

Commission for over 10 crore INR. 

Liability for Products 

Product liability under section 2(34) of the new Act is the most important addition. It includes 

not just the product but also the manufacturer, product service provider, and product seller, who 

are all subject to legal liability under the Act for any damage brought on by their product that 

results in a consumer's injury or death. However, the manufacturer will be held more 

accountable. This will also hold true for e-commerce platforms. The defective good must result 

 
22 Ibid. s. 10 
23 Ibid. s. 2(46) 
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in injury, death, mental anguish, loss of consortium, or any other harm. The harm must be actual 

and exclude any financial loss. 

Mediation Cell24 

The revised Act now includes a mediation option, which must be voluntary and unenforceable 

against the parties. The median will simplify, expedite, and aid in the quicker resolution of 

conflicts. Mediation Cells shall be established in each District and State. It shall also be 

established at the National level as well as regional branches, which will aid in the quicker 

resolution of disputes and ease the burden on consumer commissions. 

Review 

The District Consumer Redressal Commission has been given the authority to review its order 

under Section 40, the State Commission has been given the authority to do so under Section 50, 

and the National Commission has been given the authority to do so under Section 60. According 

to the new Act, the Commission(s) shall have the authority to examine any order it has issued 

if there is a clear error in the record, either on its own initiative or in response to a request 

submitted by any party within 30 days of the order. 

Punishment and Penalties for non-compliance with the direction of the Central Authority 

The offenses and penalties for violation of the different provisions of the Act are outlined in 

Sections 88 to 93 under chapter VII of the Act. Along with defining the offenses and associated 

punishments, the provision also allows for the compounding of offenses. 

According to Section 88 of the Act, violators of the Central Authority's directions under 

Sections 20 and 21 are subject to a period of imprisonment of up to six months or a fine of up 

to twenty lakh rupees, or both. The Central Authority is given the authority to issue orders under 

Section 20 that include the stopping of unfair practises, returning prices, and recalling of goods 

or withdrawal of services. The Central Authority has the authority to issue directives and fines 

against deceptive or fraudulent advertising under section 21. 

Penalties for non-compliance with orders 

District/State/National Commission Central Authority 

Imprisonment from 1 month to 3 year  Imprisonment up to 6 months 

Fine from Rs. 25,000/- to Rs. 1,00,000/-  Fine up to Rs. 20,00,000/-  Or Both 

 
24 Ibid. s.  74 
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or Both 

Punishment if Products are Adulterant 

Does not result in injury Imprisonment    :  Up to 6 months 

Fine  : Up to Rs. 1,00,00    

Injury not amounting to grievous hurt Imprisonment :  Up to 1 Year 

Fine  : Up to Rs. 3,00,000/- 

Injury resulting in grievous hurt Imprisonment :  Up to 7 Years 

Fine  : Up to Rs. 5,00,000/- 

Death of Consumer Imprisonment :  Up to 7 years to life 

Fine  : Up to Rs. 10,00,000/- 

Punishment if goods are Spurious 

Injury not amounting to grievous hurt Imprisonment:  1 Year 

Fine  : Up to Rs. 3,00,000/- 

Injury resulting in grievous hurt Imprisonment :   7 Years 

Fine  : Up to Rs. 5,00,000/- 

Death of Consumer Imprisonment  :   7 years to life 

Fine  : Up to Rs. 10,00,000/- 

III. CONCLUSION 
The Consumer Protect Act of 2019 is one of the most earnest moves the central government has 

taken to strengthen consumer rights and expedite the administration of justice. This Act 

addresses several aspects unheard of in 1986, including product liability, mediation, and e-

commerce. Therefore, it was justified to update the Act in light of how digitalization has 

transformed and how consumers’ conduct has shifted from offline to online buying. The 2019 

Act is undoubtedly a move in the right direction toward reform, advancement, and protection 

of consumer rights. The general public is expected to gain many benefits from the new Act. 

***** 
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