~ Part A Introduction

Program: Dgarge Course | Level _lIrd Year | Session: 2023-24
Course Code V3-COM-REMT

Course Title CONSUMER AFFAIRS AND CUSTOMER CARE

Course Type Vocational

Pre-requisite (if any) No

Course Learning After completion of course, students will be able to

outcomes (CLO) e know the concept of consumer, consumer buying process,

formats;

protection in India;

e learn about various issues related to consumer affairs

consumer dissatisfaction and consumer markets and their related
e learn about consumer rights and various standards for consumer

e learn about consumer protection available under various laws;
e analyse the role of industry regulators in consumer protection;

Expected Job Role / Front Desk Manager, Retail Store Manager,Manager of Consumer
career opportunities Affairs, :

coordinators, Guest Service Agent etc....

Cashiers, Call Center Representatives, Teller, Flight Attendants, Patient

Credit Value 2 (Theory) + 2 (Practical) = 04

L

Total No. of Lectures + Practical (in hours per week): L-1 Hr / P-1 Lab Hr (=2 Hrs)

Total No. of Lectures/ Practical: L-30 /P-30 (60 Hrs)

i

Introduction- Concept of Consumer, Consumer buying process and Post-
Purchase behaviour, Factors affecting voicing of consumer grievances,
Alternatives available to Dissatisfied Consumers: Private action and Public
Action; Conciliation and Intermediation for out-of-court Redressal.

Nature of markets: Liberalization and Globalization of markets with special
reference to Indian Consumer Markets, E-Commerce with reference to
Indian Market, Concept of Price in Retail and Wholesale, Maximum Retail
Price (MRP), Fair Price, GST, labelling and packaging and relevant laws,
Legal Metrology.

10

11

Role of Industry Regulators in Consumer Protection -
Banking: RBI and Banking Ombudsman

Insurance: IRDA and Insurance Ombudsman
Telecommunication: TRAI

10




Food Products: FSSAI
Electricity Supply: Electricity Regulatory Commission
Real Estate Regulatory Authority

I

Contemporary Issues in Consumer Affairs-

Evolution of Consumer Movement in India, Formation of consumer
organisations and their role in consumer protection, Misleading 10
Advertisements and sustainable consumption, National Consumer Helpline,
Comparative Product testing, Sustainable consumption and energy ratings.
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The learners are required to: 30
1. Analyse leading Cases decided under Consumer Protection law by
Supreme Court/National Commission:
Medical Negligence;
Banking; Insurance;
Housing & Real Estate;
Electricity and Telecom Services;
Education;
Defective Products;
Unfair Trade Practices.
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Text Books, Referenée Books, Other res.(.)urces :

. Dutta , Consumerism and Consumer protection in India, Himalaya publication ,Nagpur
. Khanna, S. R., Hanspal, S., Kapoor, S., & Awasthi, H. K. (2007). Consumer Affairs.

Hyderabad: Orient Blackswan.

. Choudhary, R. N. P. (2005). Consumer Protection Law Provisions and Procedure. New

Delhi: Deep & Deep Publications Pvt. Ltd.
Ganesan, G., & Sumathy, M. (2012). Globalisation and Consumerism: Issues and
Challenges.New Delhi: Regal Publications.

. Kapoor, S. (2019). Consumer Affairs and Customer Care. Delhi: Galgotia Publishing

Company. Lerner, A. P. (1972).”

Misra, S. & Chadah, S. (2012). Consumer Protection in India: Issues and Concerns.

New Delhi: Indian Institute of Public Administration.

Rajyalaxmi, R. (2012). Consumer is King. Prayagraj: Uttar Pradesh: Universal Law

Publishing Company.

Reena Yadav, Deepti Gupta , Consumer Affairs And Customer Care,JSR Publishing

House
) v
N
i)
M
Taaraks BAVQUAAY

(PROF.PAVAN MISHRA)
Chairman
Central Board of Studies (Commerce)



L

Suggested equivalent online courses: e-reading:
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0ads/2020/05/Class-12-Chapter-12-Business-
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https://www.kopykitab.com/blo
Studies-Revision-Notes.pdf |,
https://edurev.in/t/73048/Chapter-Notes-Chapter-12-Consumer-Protection--BST-
https://gdcboysang.ac.in/About/droid/uploads/CP-Bcom6thSem.pdf
https://Isms.ac/wp-content/uploads/2023/02/12.pdf

https://www k-state.edu/engagement/docs/pdfs/Session%201-%200ption%203%201 pdf
Chromeextension://efaidnbmnnnibpcajpcglclefindmkaj/https://www.srce.edu/sites/default/files/Cu
tomer%20A ffairs%20and%20Customer%20Care%20by%20Kavita%20Kamboj.pdf

Chromeextension://efaidnbmnnnibpcajpcglclefindmkaj/https:/iritm.indianrailways. gov.in/instt/up
oads/files/1436167821091 -Notes%200n%20Consumer%20Protection%20Law.pdf
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U1 Gdob, o I, 3 T91e
1.3%001d g, SusiaaraRemafy,
2 T T, SUHIRIT IREUT ST 3R Jusiiaar e RE=AT 3IR TORUT | U= fR{um,
HRA PR, HATTY
3 31.3UHIFIRIR&UITAY, T, 0 T[T S g Ut 78 et
4.Dutta , Consumerism and Consumer protection in India, Himalaya publication JNagpur
5.Khanna, S. R., Hanspal, S., Kapoor, S., & Awasthi, H. K. (2007). Consumer Affairs.
Hyderabad: Orient Blackswan.
6.Choudhary, R. N. P. (2005). Consumer Protection Law Provisions and Procedure.
New Delhi: Deep & Deep Publications Pvt. Ltd.
» G., &Sumathy, M. (2012). Globalisation and Consumerism: Issues and Challenges.
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1. https://www kopykitab.com/blog/wp-content/uploads/2020/05/Class-12-Chapter-12-Business-
Studies-Revision-Notes.pdf

2. https://edurev.in/t/73048/Chapter-Notes-Chapter-12-Consumer-Protection--BST-

3. https://gdcboysang.ac.in/About/droid/uploads/CP-Bcom6thSem.pdf
https://lsms.ac/wp-content/uploads/2023/02/12.pdf
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