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INTRODUCTION: 

The digital age has revolutionized consumer-business interactions, granting access to a global marketplace while 

also presenting new challenges to consumer rights in India. As the landscape evolves with e-commerce, online 

services, and digital transactions, consumers face heightened expectations and concerns, especially regarding data 

privacy, fraudulent practices, and digital service deficiencies. Navigating the vast internet landscape in the fast-

Abstract:  

A person who buys and consumes a good or a service from a seller for the money is called consumer. 

The government and business must engage in daily consumer protection, a socioeconomic activity, 

with the primary goal of protecting the interests of consumers and maintaining their equitable 

satisfaction. Product safety, product labelling, pricing, unfair market practices, confusion, and 

customer complaints arising from company mergers or acquisitions are all included in the category of 

consumer protection. Consumer rights are an essential component of modern trade, participating to 

protect consumers from dishonest business practices and protect their access to affordable, reliable, 

and safe goods and services. The present study examines into the development and extent of consumer 

rights, emphasizing their crucial role in promoting equitable commerce and competition. The rights to 

safety, information, decision, and hearing are among the most important rights of consumers. These 

rights are protected by a number of laws and rules, such as the Consumer Protection Act 1986, which 

establishes a framework for handling complaints and guaranteeing corporate responsibility. The role 

that governmental organizations and advocates for consumers play in creating public awareness of and 

protecting consumer rights. The role that governmental organizations and advocacy organizations for 

consumers play in raising public awareness of and protecting consumer rights is also covered in the 

abstract. It also looks at the difficulties in the digital economy, where problems like online fraud and 

data privacy create new barriers to consumer protection. In the end, protecting consumer rights is 

critical to maintaining consumer confidence in the economy and supporting people to make 

knowledgeable decisions. 
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paced digital age exposes consumers to risks such as scams, data breaches, fake reviews, and misleading 

advertising, necessitating measures and regulations for ensuring consumer protection in the online environment. 

This shift to digital commerce introduces complexities such as data privacy issues, cybersecurity threats, and the 

need for transparent transactions. The rapid pace of technological advancement often outstrips regulatory 

frameworks, leaving consumers vulnerable to exploitation and fraud, further complicated by varying laws across 

different jurisdictions. As digital transactions, social media interactions, and online services continue to shape daily 

lives, it is crucial for consumers to be aware of their rights and navigate these challenges proactively. Moreover, 

the importance of robust consumer protection measures cannot be overstated, warranting not only a deep 

understanding of consumer rights and available protections but also proactive efforts from regulatory bodies, 

businesses, and consumers to ensure fairness in the digital marketplace. 

 

CONSUMER: 

As per the Consumer Protection Act 2019, a consumer is an individual who buys goods or uses services in exchange 

for payment. This encompasses transactions conducted through various methods, including offline, online 

(including electronic means), and teleshopping, multi-level marketing, or direct selling. The definition does not 

apply to individuals obtaining goods for resale or commercial purposes. The Act covers both offline and online 

transactions, regardless of the purchase or delivery method. 

In the digital technology era, consumers have transitioned from relying on physical marketplaces to exploring the 

vast opportunities offered by e-commerce platforms and online services. This transformation has empowered 

consumers with convenience and access to a wide range of products and services, albeit introducing new challenges 

that necessitate safeguarding consumer rights. Consumers are critical to the economy as their spending choices 

shape demand for goods and services, impacting production and economic growth. When consumers prioritize 

ethical and sustainable practices in their purchases, they foster a more equitable economy and encourage businesses 

to uphold social responsibility and transparency. Recognizing consumers as pivotal actors in economic dynamics, 

their choices, preferences, and feedback not only influence market trends and business strategies but also contribute 

to fostering a vibrant economy. Delving into the significance of consumers' influence and kindness sheds light on 

their crucial role in shaping the digital technology landscape and driving economic activities. 

 

ORIGIN AND EVOLUTION: 

World Consumer Rights Day, originating from the mid-20th-century consumer rights movement, was first 

observed in 1983 to promote consumer awareness. This date commemorates President Kennedy's 1962 address, 

marking the formal recognition of consumer rights by a world leader. Over time, the event's scope has broadened 

to address diverse consumer concerns such as essential services, data privacy, and sustainable consumption. It has 

evolved into a platform for collective advocacy, uniting consumers, activists, and organizations in championing 

fair and transparent practices in the marketplace, emphasizing the enduring significance of consumer rights 

awareness. 
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RESEARCH OBJECTIVE: 

1. Examine the current landscape of consumer rights and protections in the digital world. 

2. Explore the key points of consumer protection in the digital world. 

3. Explore the key challenges consumers face in the digital age. 

4. Navigate and safeguard these rights amidst the evolving digital ecosystem and provide essential tips to 

safeguard consumer rights. 

 

RESEARCH METHODOLOGY: 

The evolving landscape of digital consumerism requires a multidisciplinary approach that encompasses legal, 

ethical, technological, and behavioral perspectives. Researching consumer rights in the digital age involves 

studying laws, regulations, industry practices, and consumer behavior patterns in the online environment. By 

analyzing case studies, conducting surveys, and gathering insights from experts, researchers can identify emerging 

trends, challenges, and opportunities in consumer protection. 

 

LITERATURE REVIEW: 

Rajanikanth, M. (2017). This paper discusses the evolution of consumer protection in India, highlighting the 

enactment of the Consumer Protection Act in 1986. It emphasizes the importance of consumer satisfaction in socio-

economic activities and the role of governments and businesses in ensuring consumer protection. The United 

Nations guidelines served as a basis for formulating consumer protection policies in developing countries like 

India. The Consumer Protection Act of 1986 is considered a significant piece of legislation in this field. The paper 

examines the formulation and implementation of this Act, shedding light on the development of consumer 

protection in India. 

Mishra, D. K. (2018). This comprehensive article delves into the rapid growth of e-commerce and consumer 

internet industries in India, particularly their impact on consumer trust and confidence. It emphasizes the necessity 

of protecting consumer rights to address issues such as information asymmetry, collusion, fraud, and unfair trade 

practices. The article provides an overview of the legal framework for consumer protection in e-commerce, citing 

the Consumer Protection Acts of 1986 and 2019. Additionally, it analyzes consumer cases in e-commerce filed at 

different levels of consumer forums in India, highlighting major concerns and questioning the adequacy of the 

current three-tier consumer court framework. The article concludes with policy suggestions to strengthen consumer 

protection in e-commerce, aiming for prompt and fair resolutions of consumer complaints and cases. 

Chawla, N., & Kumar, B. (2022). The study delves into the impact of e-commerce growth on consumer preferences, 

focusing on India's legal framework for online consumer protection. It scrutinizes the Consumer Protection Act, 

2019, and Consumer Protection (E-commerce) Rules, 2020, based on a survey of 290 online consumers. Results 

underscore the significance of a secure platform, cash-on-delivery, transparent website information, and robust 

customer service in fostering trust. The new regulations are deemed effective in upholding consumers' rights and 
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driving e-commerce expansion in India. This research unveils key factors influencing customer trust and loyalty, 

enhancing understanding of e-commerce consumer protection for the Indian market. 

Babayev, J. (2023). Consumer rights protection in the digital age is a complex issue, with challenges such as data 

privacy, online fraud, misleading information, and unfair contracts. This article reviews international and national 

legal frameworks, including the UN Guidelines for Consumer Protection and the EU's Consumer Rights Directive, 

to address these challenges. Through case studies and analysis, it evaluates the effectiveness of current laws in 

protecting consumer rights online. The research emphasizes the need for a unified legal approach and international 

collaboration. Recommendations are provided for policymakers and businesses to enhance consumer protection, 

contributing valuable insights for legal professionals and policymakers in navigating digital consumer rights. 

Singla, A. (2024). The rapid pace of digital innovation poses challenges to privacy laws, requiring a delicate 

balance between technological advancement and individual rights protection. This paper examines the evolving 

landscape of privacy laws, discussing tensions between promoting innovation and ensuring robust privacy 

safeguards through historical insights, key regulations like GDPR, and proposed legal reforms. 

 

WORLD CONSUMER RIGHTS DAY:  

World Consumer Rights Day is pivotal in promoting consumer awareness and protecting them from unfair 

treatment and exploitation. Centered on 'Fair and Responsible AI for Consumers,' focuses on combatting 

misinformation and privacy violations by AI-driven platforms. As a global event observed on March 15th, the day 

advocates for consumer rights and ethical marketplace practices. India's proactive measures in empowering citizens 

in the digital era highlight the need for robust consumer protections. This initiative signifies a significant milestone 

in consumer movements, aiming to empower and safeguard consumers through fair treatment. The theme 

underscores the increasing integration of Artificial Intelligence into daily life, stressing the importance of 

safeguarding consumer rights amidst concerns such as privacy breaches and biased AI practices. Prioritizing 

responsible AI adoption is pivotal in maintaining fairness and consumer welfare in the digital age. 

 

NATIONAL CONSUMER DAY: 

National Consumer Day, observed on December 24th in India, highlights the use of technology for consumer 

protection. In 2023, the Department of Consumer Affairs in New Delhi celebrated the day, emphasizing the 

importance of the Consumer Protection Act, 1986. The event showcased government initiatives like the e-Jagriti 

portal, NCDRC VC facility, drone testing, multilingual consumer helpline, and Quality Control Orders to improve 

product quality. 

 

CONSUMER IN DIGITAL TECHNOLOGY: 

The advent of digital technology, the way businesses and consumers interact has transformed. Digital platforms, 

e-commerce websites, and social media now provide consumers with easy access to global marketplaces, product 

reviews, and price comparisons, facilitating quick and informed decision-making. In the digital age, consumer 
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kindness takes many forms, such as choosing sustainable products, advocating for social causes online, and using 

social media platforms to amplify marginalized voices. Moreover, collective movements and online campaigns 

have compelled businesses to adopt ethical and fair practices. The rise of social media Influencer and communities 

has granted consumers a platform to express their opinions and hold companies accountable, leading to a more 

sustainable and equitable marketplace. 

 

THE CONSUMER PROTECTION BILL, 2019: 

The Consumer Protection Bill 2019, introduced by Minister Ram Vilas Paswan, aims to update the obsolete 

Consumer Protection Act of 1986. It proposes the creation of the Central Consumer Protection Authority (CCPA) 

to protect consumer rights, oversee fair trade practices, penalize violators, recall unsafe products, and regulate 

misleading advertisements, including imposing fines on misleading advertisers and restricting product endorsers. 

The Consumer Protection Act 2019 in India has revolutionized consumer rights and business practices, 

emphasizing the need for protection in a fast-paced, interconnected world. It introduces Consumer Disputes 

Redressal Commissions (CDRCs) at various levels to address grievances on trade practices, defective products, 

overcharging, and hazardous items. CDRCs' jurisdiction is based on the value of goods and services, with the 

Supreme Court as the final appeals authority. The Act includes product liability, holding manufacturers 

accountable for harm from faulty products. Overall, the Consumer Protection Act aims to bolster consumer rights, 

ensure fair trade, and provide efficient dispute resolution mechanisms in India. 

Consumer protection measures in India encompass various Acts aimed at safeguarding consumer rights and 

ensuring fair trade practices. The Consumer Protection Act, 1986, establishes three-tiered dispute resolution 

mechanisms to protect consumers' rights. The Indian Contract Act, 1972, regulates agreements to ensure fair 

dealings between parties. The Sales of Goods Act, 1930, safeguards consumers against unsatisfactory goods. The 

Agricultural Produce (Grading and Marking) Act, 1937, introduces grading standards like AGMARK for 

agricultural commodities. The Prevention of Food Adulteration Act, 1954, upholds food purity standards. The 

Essential Commodities Act, 1955, monitors production and supply to prevent hoarding. The Trade Marks Act, 

1999, prevents deceptive advertising and substandard products. The Standards of Weights and Measures Act, 1976, 

protects against underweighted goods. The Competition Act, 2002, addresses anti-competitive practices. The 

Bureau of Indian Standards Act, 1986, ensures product quality through the BIS Mark certification. Consumer 

courts handle grievances efficiently, relieving pressure on the judiciary. Special consumer tribunals address 

consumer complaints promptly and effectively. 

 

CONSUMER RIGHTS AND CHALLENGES: 

The Consumer Rights Bill outlines six fundamental rights, ensuring protection from hazardous products/services, 

access to information on quality and prices, availability of diverse goods/services at competitive prices, and the 
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ability to seek justice against unfair trade practices. These rights empower consumers and promote fair transactions 

in the market. 

1. Right to Safety: Consumers have the right to be protected from unsafe goods and services, ensuring their 

immediate and long-term well-being. It is advised to prioritize products with quality certifications like ISI, 

AGMARK, etc., to ensure safety and satisfaction. 

2. Right to be Informed: Consumers are entitled to receive all necessary information about products, including 

quality, quantity, price, and standards, to avoid unfair practices. Access to such details aids in making informed 

decisions and protects against deceptive selling tactics. 

3. Right to Choose: Consumers have the right to access a variety of goods at competitive prices, especially in 

cases of monopolies, ensuring quality and fair pricing. Consumer interests are considered in relevant forums, 

enabling representation in committees related to consumer welfare. 

4. Right to Seek Redressal: Consumers can seek redress against unfair practices and exploitation, ensuring fair 

resolution of complaints. Encouraging consumers to report grievances, however small, underscores the 

importance of consumer protection and the support available from consumer organizations. 

5. Right to Consumer Education: Consumers have the right to knowledge and skills for informed decision-

making throughout their lives. Emphasizing consumer awareness and education, especially for rural 

consumers, is vital in preventing exploitation and realizing comprehensive consumer protection. 

These rights champion consumer protection and empowerment, emphasizing the need for transparency, fair 

practices, and avenues for recourse when faced with exploitation or malpractice. Consumers are encouraged to 

exercise these rights, engage in informed decision-making, and seek assistance from consumer groups to uphold 

their interests effectively. 

 

Indian consumers in the digital age face various challenges related to privacy and data protection, lack of 

transparency, online fraud, unequal access, and inadequate redressal mechanisms. The rapid growth of e-commerce 

and online services has created complexities in information sharing and consumer rights assertion. Consumers 

often struggle to navigate processes for returns, refunds, and redressal. Additionally, cybersecurity risks, unequal 

bargaining power with digital platforms, and gaps in regulatory frameworks pose significant hurdles to protecting 

consumer interests. To address these challenges, policymakers and regulators in India need to strengthen data 

privacy laws, enhance consumer awareness, establish effective redressal mechanisms tailored to the digital 

landscape, and ensure that regulatory frameworks keep pace with technological advancements. By addressing these 

issues, Indian consumers can be better protected in the digital age and have greater confidence in engaging with 

online services and platforms. 
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MEASURES TO PROTECT CONSUMER RIGHTS: 

1. Data Protection Legislation: The government is developing the Personal Data Protection Bill to regulate the 

handling of personal data and introduce transparent consent mechanisms. 

2. Cybersecurity Measures: Awareness campaigns are being conducted to educate consumers on cybersecurity 

threats, alongside the establishment of regulatory frameworks to enhance transaction security and combat 

fraud. 

3. Simplifying Digital Transactions: Initiatives include promoting clear communication of terms and conditions 

on platforms and leveraging Alternative Dispute Resolution mechanisms for effective grievance resolution. 

The modern digital landscape presents various challenges for consumers, but there are strategies to navigate these 

obstacles and protect consumer rights effectively. Firstly, staying educated and aware of data privacy policies and 

identifying fraudulent practices is crucial. Choosing reputable platforms for online transactions, based on reviews 

and recommendations, can mitigate risks. Implementing strong passwords, two-factor authentication, and reputable 

antivirus software to enhance security is essential. Moreover, promptly reporting fraudulent incidents and seeking 

redressal from platforms, government agencies, or consumer forums is important. Finally, consumers can 

collectively advocate for their rights by joining consumer advocacy organizations and participating in initiatives 

to improve consumer protection in the digital space. By following these steps, consumers can assert their rights 

and safeguard their interests in the digital era. 

 

GOVERNMENT INITIATIVE: 

The Indian Government has implemented the 2019 Consumer Protection Act to protect consumers' interests, 

especially in the e-commerce sector. However, consumer advocates emphasize the need for stronger enforcement 

of existing laws and regulations to protect consumer rights and ensure fair treatment in the digital marketplace. 

Civil society organizations play a crucial role in advocating for consumer empowerment and informed decision-

making while using online services. 

The National Consumer Helpline (NCH) has undergone upgrades to facilitate easier complaint filing, supported 

by Union Minister BL Verma. Available in 17 languages nationwide, individuals can now utilize various channels 

like WhatsApp, email, and toll-free number 1915 to lodge complaints. Technological advancements have boosted 

the NCH's handling capacity, enabling successful resolution of complaints across diverse sectors like e-commerce, 

banking, and legal matters. This progress has resulted in a surge in calls and grievances, indicating a positive 

impact on consumer empowerment and engagement with the NCH's services. 

The National Consumer Helpline (NCH) received 107,966 complaints in the Financial Year 2024-25 (April-June), 

marking an increase from the previous year's 83,832 cases in FY 2022-23. Additionally, there were 102,976 

complaints in FY 2023-24. Notably, consumer grievances in e-commerce have notably risen from 95,270 in 2018 

(22% of total grievances) to 444,034 in 2023 (43% of total grievances).The National Consumer Helpline (NCH) 

aids consumers in lodging complaints and partners with companies for efficient dispute resolution. Complaints 
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under the Consumer Protection Act should be resolved within specified timelines, emphasizing swift resolution of 

consumer grievances. 

 

GOVERNMENT EFFORTS TOWARDS CONSUMER AWARENESS: 

The Department of Consumer Affairs (DoCA) has been actively working towards creating consumer awareness 

and strengthening consumer protection through various initiatives. These efforts aim to inform and empower 

consumers, especially in rural and backward areas, about their rights and choices. The "Jago Grahak Jago" 

multimedia awareness campaigns, featuring simple messages about fraudulent practices and the mechanism for 

seeking redress, have been conducted nationwide. The introduction of the new mascot "Jagriti" has further 

reinforced consumer awareness efforts, enhancing brand impact and connecting with consumers. Additionally, the 

DoCA has utilized various media platforms, such as All India Radio, national and regional TV channels, and 

cinema theaters, to disseminate audio and video spots to raise consumer awareness. 

The rise of digitalization, the Department has leveraged social media platforms like Twitter, Facebook, Instagram, 

Koo, and Public App to share regular informative posts, creative, and audio-visual content on consumer protection 

initiatives. These efforts aim to educate and empower consumers by providing relevant information, including 

redressal mechanisms. Furthermore, the DoCA has actively participated in fairs, festivals, and events to reach 

consumers in rural and remote areas, facilitating widespread awareness. The collaboration with State and Union 

Territory Governments has been instrumental in expanding the reach of consumer awareness campaigns, with 

engagements such as participation in the Nagaland Hornbill Festival. Overall, the Department's multifaceted 

approach signifies its commitment to promoting consumer awareness and ensuring the public is well-informed 

about their rights and choices. 

 

SOME SIGNIFICANT RECOMMENDATIONS TO ADDRESS CONSUMER RIGHTS ISSUES IN THE 

DIGITAL AGE: 

Consumer rights challenges in the digital age require a multi-faceted approach for effective solutions. 

Strengthening data privacy and protection laws is crucial to give consumers more control over their personal 

information in the era of data-driven services. Enhancing consumer education and awareness through public 

campaigns can help individuals understand their digital rights, cybersecurity risks, and responsible online practices. 

Digital literacy programs should be integrated into educational curricula and community initiatives to empower 

consumers to make informed choices in the digital landscape. 

Implementing effective dispute resolution mechanisms is essential as online transactions increase, ensuring 

accessible channels for consumers to seek redress for issues like fraud and data breaches. International cooperation 

and harmonization on consumer protection standards are necessary to provide consistent safeguards across borders. 

Encouraging industry self-regulation and standards can complement government regulations, with businesses 

incentivized to adopt responsible practices that prioritize consumer welfare. 
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Empower consumers in the digital age by staying informed, using secure payment methods, verifying online 

reviews, and safeguarding personal information. Collaboration between consumers, businesses, and regulators is 

key to creating a secure and transparent digital environment that prioritizes user protection and empowerment. 

Furthermore, leveraging emerging technologies like block chain and artificial intelligence can enhance consumer 

empowerment, transparency, and security in digital ecosystems. By implementing a combination of legislative, 

educational, collaborative, and technological solutions, policymakers and stakeholders can work together to protect 

consumer rights and foster trust in the digital age. 

 

CONCLUSION: 

In the era of the digital marketplace, fostering a culture of transparency and ethical conduct is crucial for all 

stakeholders to ensure a secure and consumer-friendly environment in India. Upholding standards of fairness and 

integrity, promoting consumer empowerment, and advocating for consumer rights are essential steps towards 

creating a safe digital ecosystem. 

Recognizing the legacy of progress and advocacy on World Consumer Rights Day, consumers in India must remain 

aware of their rights and take proactive measures to protect themselves in the digital age. Embracing the power of 

conscious purchasing decisions and advocating for positive change can shape a more ethical and consumer-friendly 

digital landscape, driving economic progress and social good. 

Addressing consumer rights challenges in the digital age requires collaboration between legislative reforms, 

technological advancements, and consumer education. By prioritizing consumer protection, India can build trust 

and confidence among digital consumers, creating a secure and transparent marketplace. Vigilance, information, 

and proactive measures are key to safeguarding consumer rights in the evolving digital landscape and making 

informed decisions as digital consumers. 
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