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  ABSTRACT 
The rising interconnection of the global economy, as well as the multinational nature of 

many corporate operations, has aided the establishment of a universal focus on consumer 

rights protection and promotion. Consumers and customers all around the world are 

seeking more value for their money in the shape of better products and services. Without 

question, modern technological advancements have had a significant influence on the 

quality, availability, and security of goods and services. Consumer protection is critical in 

the current environment, since customers are being exploited by unscrupulous 

manufacturers and sellers. The largest financial gathering in any country is buyers. They 

are the most important aspect of any financial transaction. Consumer protection is a type 

of social activity aimed at ensuring the well-being of consumers in society. Everyone is an 

imagined consumer, whether he is an industrialist, a manufacturer, a dealer in any calling 

or administration, or a member of another social class. By enacting a number of laws, 

various actions have been taken to safeguard consumers despite the fact that consumer 

issues still exist in society. Certain enhancements have also been made to further safeguard 

customers. Consumer security is a collection of laws and agreements designed to protect 

purchasers' rights as well as fair trade, competition, and accurate data in the marketplace. 

The new rules are likely to be robust enough to defend and safeguard online customers' 

rights while also boosting India's e-commerce boom. Customers' trust is influenced by laws 

controlling consumer rights protection in e-commerce, in addition to elements such as 

security, privacy, warranty, customer service, and website information. With a strong legal 

framework and consumer protection safeguards in place, the future of e-commerce is bright. 

The findings add to the body of knowledge on e-commerce and consumer rights protection 

by explaining the important elements that influence customer trust and loyalty and 

providing a useful viewpoint on e-consumer protection in the Indian context with broader 

implications. 
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I. INTRODUCTION 

Consumers have an important role in the business system. Consumers are individuals who 

purchase and use goods and services offered by businesses. Consumer rights must also be 

protected in order for the business world to progress. Physical trade gave way to E-Commerce, 

which is also known as online commerce, as technology progressed. E-commercial activities 

have come to the top of the list of cyberspace's most significant and popular activities.2 Thanks 

to the e-commerce platform, Indian customers were able to purchase across state boundaries 

and enjoy the items of their choice. 

Concerns about the protection of online customers and their interests are developing as the 

number of e-commerce enterprises grows. Because of the inflexible nature of the law, 

consumers are frequently left with little options. Data protection problems, jurisdictional issues 

with dispute resolution, and deceptive advertising are among issues that e-commerce poses. The 

development of electronic commerce is putting consumer rights under threat.3 Customers can 

anticipate a friendly and inviting environment from online E-Commerce, as well as prompt and 

courteous replies to their inquiries if the company is well-established. With the advent of 

internet commerce, a plethora of legal and consumer challenges have arisen. In India, we are 

witnessing a confluence of new technology and banking sector liberalisation. In this age of fast 

change, consumers need to be protected, and the law is striving to catch up.4 

II. HISTORICAL TRENDS OF CONSUMER PROTECTION LAWS IN INDIA 

Consumer protection laws trace back to 3200 B.C. in India. At the period, ethical practises were 

extremely important. The monarchs' primary priority was the wellbeing of their subjects. Rulers 

of the period were concerned not only with the people's social situations, but also with their 

economic well-being. The authorities had also imposed several trade restrictions in order to 

safeguard the interests of purchasers. People in ancient India followed Dharma Shastra, or 

Dharma, which contained social standards and customs as well as guiding principles for public 

relations.5 All of Dharma's principles came from the Vedas. The Vedas were thought to be God's 

own words. 

 
2 www.ETRetail.com, IMPACT OF COVID-19 ON ONLINE SHOPPING IN INDIA -RE-TALES BY 

DR.DEEPAK HALAN:ETRETAIL ETRETAIL.COM, https://retail.economictimes.indiatimes.com/re-

tales/impact-of-covid-19-on-online-shopping-in-india/4115 
3 Protection of E-consumers in the Era of E-commerce: Issues & Challenges, TAXGURU, https://taxguru.in/cor 

porate-law/protection-e-consumers-era-e-commerce-issues-challenges.html 
4 New consumer law to protect online customers, HINDUSTAN TIMES(2020), https://www.hindustantimes.co 

m/cities/new-consumer-law-to-protect-online-customers/story-zN1PBoZ9p3hHlmnCmMMxNK.html 
5 Ikshula, THE LABYRINTH OF LAW IN INDIAOMICS INTERNATIONAL (2016), 

https://www.omicsonline.org/open-access/the-labyrinth-of-law-in-india-2169-0170-1000164.php?aid=66673 
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Manu mentioned adulteration in products in Manu Smriti, stating that "one commodity (goods 

of whatever sort) mingled with another (like kind) shall not be marketed as it is of pure origin." 

He also mentioned penalties for unfair trading practises, such as the least severe sentence for 

adulteration and mutilation for fraud in the sale of counterfeit goods as genuine. He also stated 

that any deal with a kid, an elderly man, or any other unauthorised individual is void, implying 

that he was speaking about the competency of the contracting parties at the time. Following 

Manu, we may find a wealth of information about fair trading procedures, contracts, and other 

topics in Kautilya's Arthshastra, which was written between 400 and 300 B.C.6 

Consumer protection in telecommunications markets has always been related to competition, 

with a focus on supply-side policies to maintain a healthy market. However, in recent years, 

there has been a growing realisation that through demand-side solutions, informed and 

empowered customers may compel firms to innovate, enhance quality, and compete on price. 

Consumers benefit from competition not just by making well-informed vendor decisions, but 

also by fueling and supporting it.7 As the use of communication services has grown and 

converged, the rules that regulate client relationships with communications services have 

become increasingly important. 

III. INDIAN CONSUMER PROTECTION ACT OF 1986 

The Consumer Protection Act, approved by the Indian parliament in 1986, was created 

particularly to protect the interests of customers. The Indian Consumer Protection Act has 

ushered in a new era in the Indian legal system. This Act's main purpose was to provide less 

formal justice (in comparison to traditional civil and land processes), justice that required less 

paper work, and justice that took less time and money. 

People have hailed the initiative as "poor man's law," implying that it provides simple access to 

justice. This Act did not change much, but it did provide recognition and a new dimension to 

the rights of customers or purchasers, which were previously highly recognised and safeguarded 

in ancient India. People have supported this Act and received their remedies through it because 

of its user friendliness and ease of access to justice. The Consumer Protection Act has increased 

legal understanding among the general public, or lay people. People, on the other hand, have 

shown indifference in traditional courts, particularly in terms of consumer rights, due to the 

 
6 Sonika Sekhar -et al., THE HISTORY OF CONSUMER PROTECTIONLAW TIMES JOURNAL(2019), 

https://lawtimesjournal.in/the-history-of-consumer-protection/ 
7 Oecd, CONSUMER PROTECTION AND E-COMMERCE OECD INSTANCE(2016), https://www.oecd-

ilibrary.org/science-and-technology/broadband-policies-for-latin-america-and-the-car ibbean/consumer-

protection-and-e-commerce_9789264251823-16-en;jsessionid=oCT4TwDLoxOTGdO8j737bNKI.ip-10-240-5-

142 
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rapid justice and little paperwork. 

The Consumer Protection Act is more liberal in its approach to justice, for example, it does not 

follow rigid procedures and has a broader reach than other regular laws.8 It offers consumers 

the ability to submit a lawsuit or defend themselves, and it also allows government entities to 

bring complaints against inadequate service providers. Legislators have taken care of weak, 

ignorant consumers by authorising governments to intervene on their behalf while creating this 

Act. The most significant and appealing feature of this Act is that it applies to both products 

and services. A person or individual can sue for defective goods or for a lack of service supplied 

by another firm or people. 

Another feature of this Act is that consumers are not required to follow the same stringent 

processes as other courts and pay high court fees; in fact, court costs in consumer forums are 

rather minimal. A simple letter of complaint filed to the chairman or forum of the consumer 

court is all that is required to start legal proceedings. Consumer forums at the district level, the 

State Commission, and the National Commission are all collaborating to provide consumers 

with inexpensive and timely justice, which is posing a challenge to the traditional justice 

delivery system. Because of its second goal, which is simple access to courts, which is granted 

by the Consumer Protection Act, litigants/consumers are confident in waging a legal fight 

against unfair trade practitioners and inefficient service providers without fear of gaining 

justice.9 

By disposing of thousands of cases with little interreference of legal requirements, the 

Consumer Forum, which is the brainchild of this Consumer Protection Act, has provided an 

example of strict framework for consumer protection jurisprudence in India. Although the 

Consumer Protection Act of 1986 established a solid foundation for consumer protection law in 

India, it had certain gaps in the new technology era. Every legislation must evolve in tandem 

with society in order to close loopholes and gaps that have arisen as a result of technological 

advancements and their applications. 

IV. CONSUMER PROTECTION ACT, 2019 

Consumer Protection Act of 2019"An Act to provide for the protection of consumers' interests 

and, for that purpose, to create authorities for the prompt and effective administration and 

resolution of consumer disputes, and for issues connected with or incidental to" The title of the 

 
8 legal Service India, CONSUMER JUSTICE IN INDIA, http://www.legalservicesindia.com/article/143/Con 

sumer-Justice-In-India.html 
9 Available at http://timesofindia.indiatimes.com/tech/tech-news/E-commerce-nowcovered-under-Consumer-

Protection-Act/articleshow/45349457.cms 
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new Consumer Protection Act appears to be a little lengthy, yet it conveys the Act's entire and 

exclusive purpose.  

The Consumer Protection Act of 1986 had a similar lengthy title, but it was over 30 years old 

and lacked important provisions to address problems that arose in the current technology period, 

thus legislators felt it was necessary to replace the old Act with a new one. Parliament enacted 

the Consumer Protection Bill, 2019 on August 6, 2019. The President signed the Act on August 

9, 2019, and it went into effect on July 20, 2020. This Act of 2019 has the same goal as the Act 

of 1986, which was to provide for the timely and effective administration of justice as well as 

the prompt resolution of consumer disputes and matters related to consumer disputes. 

The consumer protection act of 2019 has the following main features: 

• When developing this Act, lawmakers considered the demands of current customers and 

included new terminology that were not there in the previous one. For example, in the 

definition of "advertisement," they have included words like –any audio, visual 

publicity, representation, endorsement, pronouncement made by means of light, smoke, 

gas, print, electronic media, internet or website, and includes any notice, circular, label, 

wrapper, invoice or such other documents; this means that any person, such as a 

consumer, can go to court if they are harmed by any kind of misrepresentation. 

• Lawmakers have included new sections in the new Act, such as a language regarding 

"Product liability action"10 and a definition of "Complaint"11 which states that the 

complaint is directed at the manufacturer, seller, or service provider, depending on the 

facts of the case. 

• When crafting this Act, it was borne in mind that if a juvenile purchases a product, he 

or she has the right to protest to the producer or seller; thus, there is a provision that 

allows parents or guardians to seek redress on behalf of minors.12 

• Under Section 2(16) of the new Act, a consumer is defined as someone who buys or 

sells products or services, including digital things, through a digital or electronic 

network. 

• In Section 2(9) of the new Act, new consumer rights have been included, including: 

o The customer has the right to be protected against sellers and marketing agencies 

who offer items or services that are risky or detrimental to the consumer's life or 

property. 

 
10 Section 2 (35) CONSUMER PROTECTION ACT, 2019 
11 Section 2(6)(vii) CONSUMER PROTECTION ACT, 2019 
12 Section 2(5)(vii) CONSUMER PROTECTION ACT, 2019 
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o Consumers have the right to inquire about the quality of the product being sold, 

the amount being sold, the standard and purity of the goods in order to avoid 

unfair trading practises. 

o The consumer has the right to inquire about alternative products or services that 

have comparable price or are in competition with this product or service 

whenever possible. 

• The most important new element in this period is the inclusion of "E-Commerce" within 

the scope of consumer protection. Section 2(16) discusses e-commerce, whereas Section 

2(17) discusses electronic service providers and whether or not there are any provisions 

for liability in the event of online fraud. This clause has broadened the scope of the Act 

in order to better safeguard the rights of e-consumers. As a result, customers can now 

bring a lawsuit against e-commerce websites that violate their rights. 

• Lawmakers have incorporated new technological concepts into the new Act, such as 

"Product Liability," which states that if a consumer purchases goods or services and 

suffers damage to himself or his property as a result of the product or inefficiency of the 

service, the manufacturer or service provider, whichever is applicable, must compensate 

the consumer.  This Act also includes terms like "product liability action" and "product 

maker." 

• A new authority, the Central Consumer Protection Authority, has been introduced to this 

new Act to protect consumers from misleading ads and unfair trade practises that are 

harmful to the public interest at large. And with the goal of promoting, preserving, and 

enforcing consumer rights collectively. The Central Consumer Protection Authority is 

addressed in Chapter III of the 2019 Act. Because the original Act lacked provisions 

pertaining to consumer concerns, lawmakers included provisions such as who to address 

grievances to, what the status of previous grievances is, and how to settle such 

grievances quickly.13 

Here are some of the highlights: 

• An aggrieved consumer can file complaints about a defect in goods or deficiency in 

services from where she lives, instead of the place of business or residence of the seller 

or service provider. The new law provides for e-filing of consumer complaint as well. 

• No fees are required to be paid if the claim is within Rupees 5 lakhs (approximately 

3500 USD). 

 
13 Section 2(34) CONSUMER PROTECTION ACT, 2019 

https://www.ijlmh.com/
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• A consumer can conduct her own case via video conferencing. Engaging a lawyer is 

optional. 

• A concept of product liability has been introduced by the new law, thereby allowing 

aggrieved consumers to claim significant compensation as a relief due to the negligence 

of the manufacturer or service provider. 

• A group of aggrieved consumers can join hands and file a class action suit (like in the 

US) to reduce costs and improve chances of redressal or settlement. 

• Producers of spurious goods may be punished with imprisonment. 

• Misleading advertisements may be punished with imprisonment. Celebrities endorsing 

a product may not be punished but can be barred from endorsing if the advertisement is 

misleading. 

• E-commerce is now tightly regulated, and e-commerce companies are now expected to 

disclose all relevant product information, including country of origin, and respond to the 

grievance of consumers within prescribed timelines. 

• Settlement of consumer disputes through mediation i.e. with the help of a neutral 

intermediary outside the consumer court is encouraged under the new law, thus saving 

time and resources of disputing parties which would otherwise have been spent on 

dispute resolution through a formal mechanism. 

• Consumers now have several protected rights, including the right to safety, information, 

choice, redressal as well as right to be heard, to be educated as a consumer, and to a 

mediated settlement. 

V. NEW E-COMMERCE RULES TO STRENGTHEN CONSUMER RIGHTS 

Shoppers can expect their life to get easier with the new Consumer Protection Rules of 2020 

for e-commerce which says platforms can't charge cancellation fees if a consumer chooses to 

cancel an order after confirming the purchase. 

Otherwise, e-tailers should also pay similar charges if they cancel the purchase order unilaterally 

for any reason, according to the new guidelines, expected to be notified this week through a 

gazette notification. 

According to e-commerce executives, this will give ‘better-defined’ legal power to consumers 

to go to court in case of disputes related to e-commerce, including on counterfeit products. 

The new proposals also clarify on liabilities of the platform in a marketplace model and in 

https://www.ijlmh.com/
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inventory model. In a marketplace model, third-party sellers list and sell goods while in the 

inventory model, the platform stocks goods and sell online. 

“Any inventory e-commerce entity which explicitly or implicitly vouches for the authenticity 

of the goods or services sold by it, or guarantees that such goods or services are authentic, shall 

bear appropriate liability in any action related to the authenticity of such good or service,”.  

Among other measures to strengthen consumer rights , both e-tailers and their sellers have to 

appoint grievance officers to address any complaints. Industry executives said this would be an 

additional burden on small sellers. “The changes give more power to consumers. Once notified, 

you will have a better-defined law to air your grievances but for each seller to appoint such an 

officer would be a difficult challenge,” a senior executive said. Similar to the marketplace, the 

sellers should also not refuse to take back goods, discontinue services or stop refunds if the 

products are found to be fake, defective, delivered late or look different from description on the 

platform. E-tailers also can't bundle up products with pre-ticked checkboxes on certain products 

without consumer consent and also issue a receipt of consumer complaint within 48 hours of it 

being raised. 

The proposals further said product prices should not be manipulated by e-tailers, and they show 

the country of origin. Details like name, address, and contact information of both - marketplace 

and sellers-should be listed online. "While we are in the process of examining the provisions of 

the Consumer Protection (E-Commerce) Rules 2020, Snapdeal is fully supportive of all 

measures that enhance protection for the consumers, provide a level playing field to sellers and 

enable healthy growth of the e-commerce sector in India," a Snapdeal spokesperson said. 

VI. EMERGING TRENDS: CONSUMER PROTECTION (E-COMMERCE) RULES, 2020 

• The Customer Protection (E-Commerce) Rules, 2020 are created in line with the 

protection of consumer rights, and include such crucial information relevant to e-

commerce operations, keeping both the consumer and the product or service supplier in 

mind. Most significantly, these guidelines are not recommendations, but rather 

requirements. These are they: 

o The first and most significant requirement is that the e-commerce organisation, 

whom-ever it is, must advise the consumer/buyer about return, refund, and 

exchange of the product or commodities that he is about to purchase. 

Furthermore, they must provide information about the product's warranty and 

guarantee, when the product will be delivered, how they will collect payment for 

the product, which security method they will use to collect payment, what the 

https://www.ijlmh.com/
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redress mechanism will be in the event of default, and the country of origin of 

the product.14 

o If a customer has a complaint about a product or service, these platforms must 

respond within 48 hours and resolve the issue within one month of receiving the 

complaint. In addition, such e-commerce businesses must establish a grievance 

officer to handle customer complaints. 

o If a consumer purchases a product online and the product arrives damaged or 

defective, or is delivered later than expected, or does not match the product 

description provided on the website, the consumer has the right to return the 

product, and no seller can refuse to accept the goods or withdraw services. 

o E-commerce enterprises are not allowed to manipulate the prices of the goods or 

services they offer in order to make a profit; the regulations forbid them from 

doing so. 

VII. E-COMMERCE AND THE CONSUMER PROTECTION IN INDIA 

The sale of different items and services through a computer network, such as the internet, is 

referred to as electronic commerce. As a result, it is primarily concerned with internet-based 

commercial transactions. Consumers may purchase and sell goods and services on the e-

commerce platform regardless of time or location. E-commerce entails more than merely 

conducting business over the internet. To convert organisations to a completely electronic 

environment, it includes altering work techniques, reengineering business processes, and 

communicating with business partners outside traditional boundaries. E-commerce has 

revolutionised the way companies are conducted. 

A paradigm shift is happening, from paper-based transactions to fully computerised 

organisations. Networking and communication across networks are crucial in the new paradigm 

of globalisation of organisations and markets. Manufacturing has entered a new age thanks to 

information and communication technology (ICT). Market globalisation has been made much 

easier thanks to the Internet. Over the last five years, electronic commerce has risen at a 

breakneck pace, and this trend is projected to continue, if not increase. The distinction between 

"conventional" and "electronic" trade will become increasingly blurred in the near future as 

more enterprises migrate elements of their operations to the Internet.15 

As e-commerce increases, consumers are becoming increasingly susceptible to new sorts of 

 
14 Rule 5, CONSUMER PROTECTION ACT, 2019 
15 E-Commerce  and  E-Business/Concepts  and  Definitions, WIKIBOOKS,OPEN BOOKS  FOR  AN  OPEN  

WORLD,  https://en.wikibooks.org/wiki/E-Commerce_and_E-Business/Concepts_and_Definitions 

https://www.ijlmh.com/
https://www.ijlmh.com/


 
651 International Journal of Law Management & Humanities [Vol. 5 Iss 6; 642] 
 

© 2022. International Journal of Law Management & Humanities   [ISSN 2581-5369] 

unethical economic practises.16 The consumer can check the items and their quality because the 

transactions are made through the internet. Customers have received things that were not exactly 

what they had bought in the past. Some of the obstacles in internet commerce, particularly in 

online shopping, include the delivery of items and the return of products if they do not match 

the one displayed, as well as deceptive advertisements. As a result, it is past time to protect the 

interests of consumers from technological risks. 

Under the new definition, a person who buys items or gets services in any way, including 

electronic mode, teleshopping, direct marketing, or multilevel marketing, is now considered a 

customer. As a result, everyone who purchases a product or utilises or employs services online 

qualifies as a consumer. The (New) Consumer Protection Act, 2019 ('Act') and the Consumer 

Protection (E-Commerce) Rules, 2020 ('Rules') have been notified by the Ministry of Consumer 

Affairs, Food & Public Distribution of the Government of India to improve consumer protection 

in the e-commerce and direct market areas. These legislative changes take effect on July 20, 

2020, and July 24, 2020, respectively. The Rules, in particular, mandate that e-commerce 

enterprises disclose all product and seller information, as well as designate a grievance officer 

to manage consumer complaints and acknowledge client concerns within 48 hours. The Act and 

Rules allow enforcement agencies the capacity to act promptly and effectively, in addition to 

unambiguous provisions that empower consumers. 

VIII. CONCLUSION 

Technology evolves faster than regulation, and this trend will continue. "The solution to the 

machine resides in the machine," as Charles Clark famously stated, and we must rely on 

technology to stay up with technological progress. To put it another way, technical innovation 

is the ideal response to technical abuses. The lack of a proper redress mechanism for the e-

commerce company, particularly in the online retail industry, is also causing several problems 

for consumers. E-market consumers should be more careful and adopt the maxim caveat emptor 

while joining the e-commerce industry for greater security. When making online purchases and 

doing online financial transactions, they must exercise additional vigilance. 

In India, the voyage of consumer protection has led to the development of effective measures 

for regulating e-commerce and protecting consumers' rights in this area. As a result, the purpose 

of the E-commerce Rules of 2020 is to promote transparency in the provision of information 

and disclosure to customers via e-commerce platforms. The guidelines also attempt to end the 

 
16 Guest  Post, IMPACT  OF  PROPOSED CONSUMER PROTECTION BILL,2015 ON E-COMMERCE 

IPLEADERS(2015), https://blog.ipleaders.in/impact-proposed-consumer-protection-bill-2015-e-commerce/ 
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practise of offering special treatment to certain dealers. This guarantees that individual and 

small merchants have a position on such platforms and are treated properly. It also removes the 

possibility of significant merchants engaging in unethical business practises. In addition to 

regulating Indian-based e-commerce platforms, the E-commerce Rules also govern foreign-

based e-commerce sites. E-Commerce Rules are a step toward addressing consumer complaints 

against e-commerce platforms and prescribing certain best practises for e-commerce platforms 

to follow for the benefit of customers, given the rise in e-commerce activity.  

***** 
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