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Name of the Paper Consumer Affairs and Customer Care
Name of the Course : B.Com. (Hons.)-CBCS

Semester : VI

Duration : 3 hours

Maximum Marks : 75 Marks

Instructions for Candidates

Attempt any four questions.

All questions carry equal marks.

Q1 “Customer satisfaction is a key in building long term relationships by marketers”. In light of
this statement comment on why a satisfied consumer is important for any marketer. By giving
suitable examples discuss the forms of complaints received by businesses and how consumers

can make their complaints heard to them?

Q2 As the Second wave of covid continues and the number of corona cases are galloping we find
that many vendors are selling spurious medicines, injections and many essential medicines,
oxygen cylinders are either out of stock or sold above MRP? As an aware consumer, advice the
government and voluntary consumer organisations regarding the problems faced by consumers

and also mention the consumer protection laws under which consumers can seek redressal?

Q3 Raj bought an expensive ‘side-by-side door’ refrigerator last year. After just a few days of
purchase it stopped working and the dealer replaced the compressor. However, in the last one
year, the refrigerator has undergone several repairs and still continues to give trouble. When Raj
asked the retailer to give him a replacement, he said that the particular model has been

discontinued and he will have to buy a different model, for which he will have to pay the price



difference. Advise the options which are available to Raj for seeking redressal and can he file a

complaint in a consumer forum?

Q4 Who can file a complaint under the Consumer Protection Act, 1986? What actions can be
taken by a consumer court in case of frivolous and vexatious complaints? Also mention a
leading case on medical negligence decided by the Supreme Court/National Commission under

the Consumer Protection Act, 19867

Q5 “The Bureau of Indian Standards Act 2016 establishes BIS as the National Standards Body of
India.” Comment by mentioning the role of BIS in formulating national standards and give a

brief note about the various conformity assessment schemes by BIS?

Q6 (a) A dynamic and competitive environment, underpinned by sound competition law and
policy is an essential characteristic of a successful market economy”. Do you agree, give
reasons? Can cartelisation by 20 cement dealers not to sell below the stipulated price be
considered as a violation of the anti-competitive agreements under the Competition Act, 2002.
Comment.

(b) Discuss the role of ASCI in curbing misleading advertisements?
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T 1 "EATUE gRT A Fod SAGETdE e SO FIA H gaH Agaqul "IedH
AqY  ITHRRT &1 g1 ST F9q & gad H vy dfitre o B ofr feear &
T ITARTE AT ST E g9 "gdul gidl 32 T8 SalgdW <H 39 fUwrIdl &
FUA F AT AHAR UL FTFAMET § a9 H AT g o o TR | TR Ot
forEpTal &t e A9T® T " R Ghd g2

TT 2 SE & RET FT gAY AgY AT A WREAr fT Hedr ® =W 9 i ge,
A @ T wE foemaret F Ter qareAn, SO d=AT F w7 QAT ST o
AqATF TATY, AT feiee o o7 a7 a7 quersd T a7 TRl (MRP) ¥
gfgw =T ¥ O & o) UF SETEE SUNIRET F AT 9Y, A9 R U4 wHiegh
STATHT FMSAT HT ITAIHIS 01 FHEITA Hl AAT 6 I AW 2 garg & 54
STATHT e T ITEhT ST FAS dgd A9AT qHEaTe &7 HEwer 97 g99d gl

77 3 fUgel o9 9 9 U qrEe-ars-uree-thied @ienEdE ¥ F9 AE TH
o Ot 7 & FAT a7 # ar oie foohar 9 ST #E a5 w7 drer A T e
araE ff, fied v a9 § B & %2 9 weast e s ot #@r @)
ST e F feRdT ¥ T BF #T g5ew T #Br a7 S9 aarar war B ag O mtew
AT FT 1 qHT g THIT TS H Fle O Tqled AT gom Saes fore 7 oo &
Fg AT AT T FAT RN G T FHEAT & WA & o0 9 & Fg IIH
AT T FT 98 3T A0 H Fogae ®RA § [OFIa T q6ar 82

T 4 ITATHT HIA ATHEIH, 1986 & dgd HIA-FIA ATAT [UFTAT T FLT Tohel
2 TE-TE AT qwEEeEE frraat F ged ¥ SUNRT ST T Feq 38T
qHaT g2 AT g Ahear ATIaTedl ds[E dg-A=d "rHe & A ==1 & S
qaTg AT /T8 afffy g Su9eT "@err fafaad, 1986 ¥ dga v
o = 2n




T 5 "W AEE I ATSHAA, 2016 BISHN WA i TSI ATEH Heiwor
TEAT & T 9¥ T7Od Fal gl" 6 F99 9 Ig Fard gu feweft &3 & &4
", T AEHI F [T § IREE T T Gy g Atemsud A &t
FTEIAT MY SR wT AT "@ie" A Fw)

T 6 () A=y TAETIIHEH-FAT T Ao & TATT o FRq s wfasfie ua
TS ATATALT Teh T%hed qTE ATATEAT M TFh Hgeaqu TgAd gidl gl F7 oq
HEHd g2 T Aigd T &l FT 20 H¥He Ewdrell & T UF Hadids qqg Tod
T Ag WEa T aWT & F UF WfEd 9o7 § F° ® 0491 9 Adal o=l
gfaeaat Jfafea®w, 2002 F dgd IaeaeT-fewrdt ausiid &1 Ioa=d {7 AT0IT?
IEEEE MY

(F) FTgHaTT @AAmEl 9 [EA0 v@d § TuHelsre (ASCI) AT SfHET TIE F




