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ABSTRACT

In this study an attempt has been made to assess the knowledge and awareness among undergraduate students for Consumer

Protection. The research examines the understanding of Consumer Protection Act; it’s provisions and Consumer Protection

Council of India. A random sampling was done for the selection of respondents. A schedule was developed based on a quasi-

experimental pre-test and post-test design and collected data was analysed. Analysis and interpretation of data have shown a

notable improvement in the students’ understanding of most aspects of the Consumer Protection Act and Consumer Protection

Council after the session that was prepared as a short duration lecture. This study indicates the success of the session in

improving knowledge and comprehension of the students, as the majority of students improved their understanding and accuracy

across the questions.
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INTRODUCTION

The Consumer Protection Act, first enacted in 1986

and comprehensively amended in 2019, is a landmark

legislation in India aimed at safeguarding the rights and

interests of consumers (Aashika, 2023). It was introduced

to protect consumers from exploitation, including defective

products, deficient services, and unfair trade practices

(Sharma, 2013). The Act emphasizes six key consumer

rights: the right to safety, the right to be informed, the

right to choose, the right to seek redressal, the right to

consumer education, and the right to be heard (Sharma,

2013). By empowering consumers with these rights, the

Act creates a framework that holds businesses and service

providers accountable for their actions (Aashika, 2023).

One of the most significant aspects of the Consumer

Protection Act is its simplified process for filing

complaints. Consumers can lodge grievances against

manufacturers, sellers, or service providers either online

via dedicated consumer complaint portals or offline
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through the appropriate consumer commissions. The

process for filing a complaint requires essential details,

including proof of purchase, a description of the defect

or deficiency, supporting evidence, and a nominal fee

based on the value of the claim. By facilitating online

and offline access, the Act ensures that consumers can

seek timely justice without unnecessary procedural

complexities .(Nedumaran et al., 2022).

A survey conducted by Sawarkar, in Marathwada,

on a sample of 750 consumers, during the years 1994

and 1995, revealed that while a majority of the respondents

(51.33 %) were totally ignorant of the CPA measures,

49.12 per cent of the respondents were unaware of the

Consumer Forum set-up under the act 54.38 per cent of

the respondents did not know how to file complaints. It

was also found that 36.84 per cent respondents did not

insist on a purchase receipt. Sawarkar concluded that

the main reasons why dissatisfied consumers did not file

complaints before any consumer forums set-up under

the CPA were the lack of awareness about the CPA

*Corresponding Author

DOI: https://doi-ds.org/doilink/11.2025-55435484/IJAHS/12.9&10/462-464

https://doi-ds.org/doilink/11.2025-55435484/IJAHS/12.9&10/462-464


Internat. J. Appl. Home Sci. |Sept. & Oct., 2025| 12 (9&10)|(463)

measures and the absence of the purchase document

(Chandra, 2011).

In addition to the grievance redressal system, the

Act establishes Consumer Protection Councils at the

national, state, and district levels to strengthen consumer

rights and promote awareness. The National Consumer

Protection Council, chaired by the Union Minister in

charge of consumer affairs, plays an advisory role in

formulating and monitoring policies for consumer welfare.

Similarly, the State and District Councils work towards

addressing region-specific consumer issues and ensuring

the effective implementation of the Act. These councils

act as platforms to promote consumer education,

encourage awareness, and foster accountability among

businesses (Nedumaran et al., 2022).

Overall, the Consumer Protection Act, along with

its grievance redressal mechanism and advisory councils,

is instrumental in empowering consumers. It ensures that

they are not only aware of their rights but are also

equipped to seek remedies against malpractices, thereby

creating a fair and transparent marketplace. Through

these measures, the Act reaffirms its commitment to

protecting consumer interests and promoting justice in

consumer-related disputes (Chandra, 2011).

Objectives:

1. Explore the key provisions of the Consumer

Protection Act

2. Learn the process of filing a consumer complaint

under CPA

3. Understand the role of the Consumer Protection

Council

METHODOLOGY

In this study 30 students of B.Sc. (Hons.)

Community Science, first year of I.C. College of

Community Science, CCSHAU, Hisar were taken as the

respondents randomly to assess the effectiveness of a

lecture on the Consumer Protection Act, the process of

filing complaints, and the role of the Consumer Protection

Council of India in enhancing students’ understanding of

the subject matter.

The assessment was done by developing a schedule

based on a quasi-experimental pre-test and post-test

design. A brief lecture on Consumer Protection Act and

Consumer Protection Council was given to the

respondents using PowerPoint presentations. Data

analysis was done by frequency count and percentages

for correct responses.

RESULTS AND DISCUSSION

The pre-test and post-test analysis highlights a clear

improvement in students’ understanding of the Consumer

Protection Act after the lecture. Correct responses on

the enactment year rose from 48.38% to 100%, while

knowledge of consumer rights increased from 48.38%

to 87.09%. Awareness of the levels of consumer courts

improved from 58.06% to 96.77%, and clarity on types

of compensation rose from 93.54% to 100%. Students

also showed gains in understanding the procedure and

required documents for filing complaints. Consistently high

performance was noted on the objectives of the Act

(96.77% in both tests). However, there was a slight

decline in responses on the first step in filing complaints

(77.42% to 61.29%) and the chairperson of the National

Consumer Protection Council (96.77% to 90.32%).

Overall, the lecture had a strong positive impact,

significantly enhancing knowledge and conceptual clarity.

Students demonstrated significant progress in

grasping key aspects such as the enactment year, the

Table 1 : Comparison of Consumer Awareness on Consumer Protection Act (CPA) Before and After Educational Intervention 

Sr. No. Statement Pre-Test (f %) Post-Test (f %) 

1. CPA first enacted in India. 48.38 100 

2. Primary objective of CPA. 96.77 96.77 

3. Number of rights under CPA. 32.25 87.09 

4. Rights provided under CPA 48.38 87.09 

5. Number of levels of consumer courts under CPA. 58.06 96.77 

6. Portal for filing a complaint under CPA. 87.09 100 

7. First step in filing consumer complaint. 77.42 61.29 

8. Requirements for filing a complaint. 91.32 100 

9. Different kind of compensation claimed under CPA. 93.54 100 

10. Chairperson of National Consumer Protection Council. 96.77 90.32 

*f %: Frequency percentage of the number of students who marked correct answers. 
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number of consumer rights, the levels of consumer courts,

and the procedure for filing complaints. Their knowledge

of required documents and the types of compensation

also strengthened, showing that the lecture effectively

clarified several important provisions of the Act. While

most areas showed remarkable improvement, a couple

of questions revealed minor confusion, indicating scope

for further reinforcement. Overall, the lecture had a

positive impact, deepening students’ conceptual clarity

and boosting their confidence in applying the provisions

of the Consumer Protection Act.

Conclusion:

The data reflects a notable improvement in the

students’ understanding of most aspects of the Consumer

Protection Act and Consumer Protection Council after

the session. Particularly, the remarkable gains in some

responses point to significant learning which further

validate the effectiveness of the lecture. Consistently high

results for some responses depicts the previous

knowledge and awareness of the respondents regarding

the Act. However, the slight decline in some response’s

accuracy, suggests the need for focused revision or

clarification on these specific topics to ensure

comprehensive understanding. Overall, the lecture session

that was prepared as an intervention was successful in

improving knowledge and comprehension, as evidenced

by the overall positive trend in scores.

REFERENCES

Aashika, M. (2023). Comparative Analysis of the Consumer

Protection Act, 1986 and Consumer Protection Act, 2019.

Issue 2 Indian JL & Legal Rsch.,5(1).

Chandra, A. K. (2011). Consumer perception and awareness

about consumer rights and consumer protection act: A

study in district Raipur. Research Journal of Social

Science and Management, 1: 59-69.

https://consumeraffairs.nic.in/sites/default/files/file-uploads/

latestnews/FAQ.pdf. Retrieved on 23/08/2025.

https://en.wikipedia.org/wiki/Consumer_Protection_Act,_

2019. Retrieved on 26/08/2025.

Nedumaran, D. G., Mehala, D., &Baldevi, M. (2022). Consumer

Protection Act 2019-An Overview. Mukh Shabd Journal,

9(9).

Sharma, N. (2013). Awareness in Consumer about Consumer

Protection Act. & Consumer Right in India. Globsyn

Management Journal, 7(1/2): 82.

************

AWARENESS OF CONSUMER PROTECTION ACT & CONSUMER PROTECTION COUNCIL AMONG UNDERGRADUATES




