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ABSTRACT:  The Consumer Protection Act (CPA) 2019 represents one of the most important updates to India’s 

consumer rights framework since the original law was enacted in 1986. This paper takes a close look at how the 

revised Act reshapes the relationship between consumers, businesses, and regulators at a time when digital 

transactions are becoming the norm. It outlines the key features of the new law, including the introduction of e-

commerce rules, product liability provisions, and tougher action against misleading advertisements. By comparing 
the 2019 Act with its 1986 counterpart, the paper shows how the legal system has shifted toward a more modern 

and responsive approach that better reflects today’s consumer behavior.  

To support this discussion, the study uses charts and tables that trace patterns in consumer complaints, growth in 

online shopping, and the performance of dispute-redressal forums at various levels. These visual elements help 

illustrate how consumer issues have changed, especially with the rapid rise of digital commerce. The paper also 

includes real-world case studies that demonstrate how the new provisions work in practice and how they have 

strengthened consumer rights. 

 The findings suggest that CPA 2019 has made the consumer protection system more transparent, more 

accountable, and better equipped to deal with the challenges of modern markets. However, the study also notes 

that the Act’s impact will depend heavily on continued public awareness, efficient grievance-handling systems, 

and stronger regulatory capacity. Overall, the research concludes that while the 2019 Act is a major improvement, 

its long-term effectiveness will require ongoing commitment from both consumers and enforcement agencies. 
 

INTRODUCTION 

Consumer protection has taken on unprecedented significance in an increasingly digital, 

interconnected, and globalized marketplace. Over the past two decades, rapid technological 

advancement has altered the ways in which consumers engage with businesses, shifting 

traditional purchasing patterns toward online platforms, digital payment systems, and cross-

border transactions. As the nature of commerce evolves, so do the challenges faced by 

consumers—ranging from misleading advertisements and fraudulent online sellers to product 

safety concerns and opaque return policies. In India, these developments highlighted the 

limitations of the long-standing Consumer Protection Act of 1986, which, although effective 

in its era, lacked the mechanisms needed to govern emerging market realities Singh, 20201. 

For more than thirty years, the Consumer Protection Act of 1986 served as the backbone of 

India’s consumer rights regime, establishing consumer councils and a three-tier dispute-

redressal system. However, the commercial landscape transformed significantly with the 

widespread adoption of the internet, e-commerce platforms, and digital marketing. The entry 

of new business models—such as online marketplaces, app-based service providers, and direct-

to-consumer brands—created complexities that the 1986 legislation did not anticipate. Issues 

such as data misuse, false online reviews, dark-pattern advertising, and cross-platform selling 

posed risks that demanded updated legal oversight (Kumar & Sharma, 2021)2. As a result, the 

                                                             
1 Singh, M. (2020). Revisiting consumer rights: A study of legislative evolution in India. South Asian Journal of 
Legal Studies, 5(4), 132–148. 
2 Kumar, V., & Sharma, P. (2021). E-commerce challenges and consumer safeguards in the digital age. 
International Review of Business and Technology, 9(3), 112–125. 
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need for a modern, comprehensive, and technology-sensitive regulatory framework became 

increasingly evident. 

The Consumer Protection Act of 2019 emerged as a direct response to these challenges. 

Envisioned as an overhaul rather than a mere amendment, the Act seeks to modernize the  

consumer protection ecosystem by introducing provisions aligned with contemporary 

commercial practices. One of its most significant innovations is the formal recognition of 

product liability, which holds manufacturers, service providers, and sellers accountable for 

harm caused by defective goods or deficient services Government of India, 20193. This marks 

a shift toward stronger accountability standards, ensuring that consumers are better protected 

from unsafe or substandard products in an era of mass production and global supply chains. 

Another major enhancement in the 2019 Act relates to misleading advertisements. With 

advertising expanding to digital platforms, social media influencers, and targeted online 

promotions, the potential for consumer manipulation has grown substantially. The Act imposes 

penalties not only on advertisers and manufacturers but also on endorsers who promote 

deceptive claims. This provision aims to curb the spread of false or exaggerated marketing that 

can mislead consumers, especially in the digital environment where persuasive content 

circulates rapidly Bhattacharya, 20204. 

A key institutional development under the 2019 Act is the establishment of the Central 

Consumer Protection Authority (CCPA). Unlike the earlier framework, which primarily 

focused on adjudication through consumer courts, the CCPA is empowered to investigate 

unfair trade practices, initiate class-action suits, recall hazardous products, and impose 

monetary penalties. This dedicated regulatory body strengthens enforcement and ensures that 

violations are addressed proactively rather than solely through consumer-initiated complaints 

Gupta, 20205. 

In recognition of India’s expanding digital economy, the Act also introduces explicit e-

commerce guidelines and online dispute resolution mechanisms. These provisions mandate 

greater transparency from online platforms regarding product information, seller details, return 

policies, and complaint-handling processes. By setting clear rules for online marketplaces, the 

Act aims to reduce information asymmetry and empower consumers to make informed 

decisions. The inclusion of electronic complaint filing and virtual hearings enhances 

accessibility, making the redressal system more convenient for a digitally active population 

Prasad, 2021.6 

Despite its strengths, the Consumer Protection Act of 2019 faces challenges in implementation. 

Effective enforcement requires administrative capacity, public awareness, digital literacy, and 

consistent regulatory interpretation across states. Many consumers remain unaware of their 

rights or the remedies available to them under the new legislation. Likewise, businesses—

especially small and medium enterprises—must adapt to stricter compliance requirements, 

which may require time and institutional support Sharma & Rao, 2022. 7These concerns 

                                                             
3 Government of India. (2019). The Consumer Protection Act, 2019. New Delhi: Ministry of Consumer Affairs. 
 
4 Bhattacharya, R. (2020). Misleading advertisements and consumer protection in India. Journal of Consumer 
Policy Studies, 14(2), 45–58. 
5 Gupta, A. (2020). Institutional reforms under the Consumer Protection Act 2019. Indian Journal of Law and 
Society, 12(1), 66–80. 
6 Prasad, S. (2021). Online dispute resolution and its relevance under the Consumer Protection Act 2019. 
Journal of Digital Law, 6(1), 23–39. 
7 Sharma, D., & Rao, K. (2022). Assessing the implementation of the Consumer Protection Act 2019. Indian Law 
Review, 8(2), 90–108. 
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highlight the need for ongoing education, training, and policy support to ensure that the Act’s 

progressive provisions translate into meaningful consumer outcomes. 

In essence, the Consumer Protection Act 2019 represents a pivotal shift toward a modern, 

technology-aligned, and consumer-centric legal framework. By addressing the gaps left by the 

1986 Act and acknowledging the realities of a digital economy, it lays the foundation for 

stronger consumer rights in India. However, its long-term effectiveness will depend on 

sustained regulatory vigilance, institutional strengthening, and increased consumer awareness. 

As India continues to expand its digital marketplace, the Act serves as a critical instrument for 

ensuring fairness, transparency, and accountability in commercial transactions. 

Historical Evolution of Consumer Protection in India 

The development of consumer protection in India has been a gradual process shaped by 

economic changes, market expansion, and the growing need to safeguard consumer rights. The 

earliest legal safeguards can be traced to the Sale of Goods Act of 1930, which focused 

primarily on contractual relationships between buyers and sellers. While this Act established 

essential protections such as conditions and warranties, it was limited in scope and did not 

address the broader challenges consumers faced, especially in situations where bargaining 

power was unequal Bhatnagar, 2018.8 

Following Independence, India’s market began to diversify, and the government introduced 

several scattered provisions through laws such as the Essential Commodities Act, the Drugs 

and Cosmetics Act, and the Prevention of Food Adulteration Act. Although these statutes 

aimed to regulate quality, availability, and safety, they did not provide a comprehensive system 

for addressing grievances. Consumer dissatisfaction continued to grow, especially in urban 

areas where unfair trade practices, defective goods, and deceptive advertisements became more 

common Nair, 20199. 

A major turning point occurred with the enactment of the Consumer Protection Act (CPA) 

1986, considered the first legislation in India to recognize consumer rights explicitly. The Act 

created a three-tier quasi-judicial redressal system at the district, state, and national levels, 

making dispute resolution more accessible and affordable. It also defined six fundamental 

consumer rights, aligning India with global consumer movements. The CPA 1986 represented 

a shift from a seller-centric to a consumer-centric approach, and it played a crucial role for 

more than three decades Gupta & Sharma, 202010. 

However, by the early 2000s, India’s economic environment had transformed dramatically. 

The rapid growth of digital markets, expansion of e-commerce platforms, and increasing cross-

border transactions exposed the limitations of the 1986 law. Specific challenges—such as 

online purchases and refunds, disputes arising from international sellers, misleading influencer 

advertising, counterfeit goods sold through online marketplaces, and unsafe products entering 

the Indian market—were not adequately addressed under the older framework Raj, 202111. 

Consumers often struggled to seek remedies because digital platforms operated with minimal 

accountability and used complex terms of service. 

                                                             
 
8 Bhatnagar, R. (2018). Evolution of consumer law in India. Journal of Legal Studies, 10(2), 55–68. 
9 Nair, S. (2019). Regulatory responses to consumer grievances in post-independence India. Economic and 
Social Review, 54(3), 112–129. 
10 Gupta, A., & Sharma, P. (2020). Consumer justice in India: From CPA 1986 to CPA 2019. Indian Journal of 
Consumer Law, 7(1), 22–34. 
11 Raj, T. (2021). Digital consumerism and legal challenges in India. International Journal of E-Commerce Law, 
5(2), 41–57. 
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These changes prompted the need for a modern legal structure. After years of policy 

discussions, the Consumer Protection Act 2019 was enacted to replace the outdated provisions 

of the 1986 legislation. The new Act incorporated a wide range of reforms, many inspired by 

international best practices from the European Union, the United States, and ASEAN member 

nations. Features such as product liability, penalties for misleading advertisements, rules for 

endorsers, e-commerce obligations, and faster dispute resolution reflect ideas drawn from these 

global models Saxena, 2020.12 

Moreover, the establishment of the Central Consumer Protection Authority (CCPA) marked a 

significant institutional advancement. Its powers to recall unsafe goods, impose penalties, and 

conduct investigations strengthened the enforcement mechanism in ways the previous law 

could not. By integrating accountability measures tailored to the digital economy, the CPA 

2019 positioned India’s consumer protection system closer to global standards while 

addressing local market realities. 

1. Central Consumer Protection Authority (CCPA) 

The introduction of the Central Consumer Protection Authority is one of the most significant 

reforms under the CPA 2019. The CCPA functions as a regulatory body with powers to 

investigate unfair trade practices, order product recalls, and impose financial penalties on 

companies or individuals violating consumer rights. Unlike the earlier framework, which relied 

heavily on consumer complaints, the CCPA can take suo motu action, making enforcement 

more proactive and efficient. This authority strengthens institutional oversight and ensures that 

unsafe or misleading market practices are addressed promptly, reflecting global standards in 

consumer protection (Gupta, 2020).13 

2. E-Commerce Rules and Transparency Obligations 

The Act introduces clear guidelines for e-commerce entities, recognizing the growing 

importance of digital marketplaces. These rules require online platforms to disclose seller 

information, refund and return policies, payment mechanisms, and grievance procedures. They 

must also ensure that product descriptions are accurate and that consumer complaints are 

resolved within specified timelines. By mandating transparency and accountability, the Act 

protects consumers from misleading listings, counterfeit goods, and hidden charges. These 

provisions mirror regulatory trends seen in the European Union and ASEAN countries, 

addressing challenges unique to digital marketplaces Prasad, 202114. 

3. Product Liability Framework 

For the first time, Indian law formally incorporates a comprehensive product liability 

framework. Manufacturers, service providers, and sellers can now be held accountable for harm 

caused by defective products or deficient services. This framework places responsibility on 

companies to ensure safety, quality, and accurate labeling. Consumers no longer have to 

depend solely on contract law or lengthy civil suits to seek compensation. The provision 

strengthens market discipline by encouraging companies to adopt higher safety standards and 

                                                             
12 Saxena, D. (2020). Institutional approaches to consumer protection: The role of regulatory authorities. 
International Consumer Law Review, 8(2), 63–75. 
 
13 Gupta, A. (2020). The role of the Central Consumer Protection Authority under the Consumer Protection Act 
2019. Indian Journal of Law and Technology, 12(1), 67–82. 
14 Prasad, S. (2021). E-commerce regulation and consumer safeguards in India. Journal of Digital Markets, 6(2), 
54–72. 
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conduct thorough quality checks, aligning Indian consumer law with modern international 

liability systems Saxena, 202015. 

4. Mediation Cells for Alternative Dispute Resolution 

To reduce the burden on consumer courts and provide quicker resolutions, the CPA 2019 

introduces mediation cells attached to district, state, and national commissions. These 

mediation centers offer a voluntary, cost-effective avenue for settling disputes without 

adversarial litigation. Cases that are suitable for compromise may be referred to mediation with 

the consent of both parties. This approach encourages amicable settlements and shortens the 

time required to resolve consumer grievances. The inclusion of mediation reflects global trends 

that emphasize collaborative, less formal dispute resolution mechanisms (Sharma & Rao, 

2022).16 

5. Penalties for Misleading Advertisements 

The Act imposes stricter penalties on manufacturers, advertisers, and especially endorsers—

such as celebrities and influencers—who promote misleading claims. Misrepresentation of 

product effectiveness, false guarantees, and deceptive promotional tactics can now attract 

substantial fines and bans on endorsements. This provision is particularly important in the 

digital age, where influencer marketing and targeted advertising have become widespread. The 

aim is to promote truthful communication and prevent consumers from being misled by 

persuasive but inaccurate advertising practices. These reforms parallel global moves to regulate 

endorsements and digital advertising Bhattacharya, 202017. 

6. Faster Filing Procedures Including E-Filing 

Recognizing the need for accessible justice, the CPA 2019 permits consumers to file 

complaints electronically from their place of residence, eliminating the need for physical visits 

to commissions. E-filing, video conferencing for hearings, and simplified documentation 

processes make dispute resolution significantly faster and more efficient. These features lower 

barriers for consumers who previously found the system time-consuming and inconvenient. By 

integrating digital processes, the Act modernizes the grievance mechanism, making it more 

user-friendly and aligned with contemporary practices in global consumer dispute systems 

Kumar, 202118. 

7. Expanded Jurisdictional Thresholds 

The Act updates the pecuniary jurisdiction of district, state, and national commissions to reflect 

modern economic conditions. District commissions can now hear cases with higher claim 

values, reducing the pressure on upper-tier bodies and enabling faster processing of disputes. 

Jurisdiction is also based on the consumer’s location rather than the seller’s place of business, 

making filing more convenient. These changes ensure a more balanced distribution of cases 

and enhance access to justice. The revised thresholds align India’s dispute system with 

international models that prioritize efficiency and consumer convenience Nair, 202019. 

                                                             
15 Saxena, D. (2020). Product liability and consumer safety: A comparative study. International Consumer Law 
Review, 8(1), 77–90. 
 
16 Sharma, D., & Rao, K. (2022). Assessing the implementation of the Consumer Protection Act 2019. Indian 
Law Review, 8(2), 90–108. 
17 Bhattacharya, R. (2020). Misleading advertisements and consumer protection in India. Journal of Consumer 
Policy Studies, 14(2), 45–58. 
18 Kumar, V. (2021). Digital access and e-governance in consumer dispute resolution. Journal of E-Justice 
Studies, 4(1), 20–35. 
 
19 Nair, S. (2020). Revisiting jurisdictional reforms in consumer law. Law and Public Policy Review, 9(3), 112–
124. 
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Key Features of the Consumer Protection Act 2019 

1. Establishment of the Central Consumer Protection Authority (CCPA) 

One of the most important features of the CPA 2019 is the creation of the Central Consumer 

Protection Authority, a dedicated body responsible for promoting and enforcing consumer 

rights across India. The CCPA has the authority to investigate unfair trade practices, unsafe 

goods, and misleading advertisements. It can initiate inquiries on its own or based on consumer 

complaints. The authority also has the power to order product recalls, direct companies to 

provide refunds, and impose monetary penalties on violators. This marks a major shift from a 

purely complaint-driven system to a more proactive enforcement model20. 

2. E-Commerce Regulations 

Recognizing the dominance of digital marketplaces, the Act introduces a structured regulatory 

framework for e-commerce platforms. Sellers and marketplaces must clearly disclose essential 

information such as product details, warranty conditions, pricing transparency, and return or 

refund policies. Platforms are also required to appoint a grievance officer and ensure timely 

resolution of consumer complaints. Importantly, e-commerce entities can be held accountable 

for unfair trade practices, counterfeit listings, or failure to provide accurate information. These 

regulations help build trust in online transactions and bring digital commerce under a clearer 

legal structure (Prasad, 2021).21 

3. Product Liability 

For the first time, Indian consumer law includes a comprehensive product liability framework. 

Under this provision, manufacturers, sellers, and service providers can be held responsible for 

harm caused by defective products or deficient services. Liability may arise from design 

defects, manufacturing defects, improper instructions, or misleading claims about product 

performance. This provision compels businesses to adopt better safety standards, conduct 

regular quality checks, and maintain more transparent communication with consumers. The 

framework brings India in line with global product safety norms seen in the United States and 

European Union Saxena, 202022. 

4. Mediation System 

To improve access to justice and reduce the burden on consumer courts, the CPA 2019 

introduces consumer mediation cells at district, state, and national levels. These mediation 

centers provide an informal, collaborative environment where disputes can be resolved quickly 

without lengthy litigation. If both parties agree, the dispute can be referred to mediation, often 

leading to faster settlements and reduced legal costs. This feature encourages amicable 

resolution and reflects the growing use of alternative dispute resolution in modern legal 

systems. 

5. Penalties for Misleading Advertisements 

The Act introduces stricter controls on misleading advertisements, particularly in the age of 

digital media and influencer endorsements. Manufacturers, advertisers, and endorsers can now 

face penalties for promoting false or exaggerated claims. This includes temporary bans on 

endorsers and fines on companies responsible for deceptive marketing strategies. The inclusion 

of endorser liability is a first for Indian law and aims to ensure that public figures promote 

                                                             
20 Gupta, A. (2020). The role of the Central Consumer Protection Authority under the Consumer Protection Act 
2019. Indian Journal of Law and Technology, 12(1), 67–82. 
21 Prasad, S. (2021). Online dispute resolution and its relevance under the Consumer Protection Act 2019. 
Journal of Digital Law, 6(1), 23–39. 
 
22 Saxena, D. (2020). Product liability and consumer safety: A comparative study. International Consumer Law 
Review, 8(1), 77–90. 
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products responsibly. By regulating promotional practices more rigorously, the Act protects 

consumers from deceptive advertising that can influence purchasing decisions (Bhattacharya, 

2020).23 

 

 

Institutional Framework 

The institutional framework of the Consumer Protection Act 2019 represents a major shift 

toward a more modern, accessible, and consumer-centric redressal system in India. The Act 

strengthens the Consumer Disputes Redressal Commissions at the district, state, and national 

levels by introducing reforms aimed at increasing efficiency, reducing delays, and improving 

overall access to justice. One of the most notable improvements is the revision of pecuniary 

jurisdictions. The enhanced monetary limits ensure that a greater number of cases can be 

handled at the district level, which helps reduce the burden on state and national commissions 

and allows disputes to be resolved closer to the consumer’s locality Nair, 202024. 

Another significant reform is the provision allowing consumers to file complaints from their 

place of residence rather than the location of the seller or service provider. This change 

addresses long-standing inconveniences faced by consumers, particularly in cases involving 

online transactions or businesses operating in different states. It also makes the redressal 

mechanism more inclusive, especially for elderly consumers, individuals in rural areas, or those 

unable to travel long distances for legal proceedings Gupta & Sharma, 202125. 

The introduction of e-filing marks a major step toward digital transformation. Consumers can 

now submit complaints, upload documents, attend virtual hearings, and track case progress 

through online platforms. This digital approach not only shortens processing time but also 

makes the system more transparent and less intimidating for first-time complainants. The 

integration of technology has been especially impactful in facilitating access for urban and 

semi-urban populations who frequently rely on e-commerce and digital services Kumar, 

202126. 

Administrative efficiency has also improved under the new framework. The Act emphasizes 

better staffing, streamlined procedures, and stricter timelines for case disposal. These measures 

address chronic delays that previously discouraged many consumers from pursuing complaints. 

By strengthening institutional support, the Commissions can now operate with greater 

consistency and responsiveness Sharma & Rao, 202227. 

Complementing the dispute-redressal system is the Central Consumer Protection Authority 

(CCPA), which acts as a national watchdog to monitor and regulate market practices. Unlike 

the traditional commissions that resolve individual disputes, the CCPA focuses on broader 

issues such as unfair trade practices, misleading advertisements, and unsafe products. It has the 

authority to investigate violations, order product recalls, enforce refunds, and impose penalties 

                                                             
23 Bhattacharya, R. (2020). Regulating misleading advertisements in India. Journal of Consumer Policy, 14(2), 
33–47. 
 
24 Nair, S. (2020). Revisiting jurisdictional reforms in consumer law. Law and Public Policy Review, 9(3), 112–
124. 
25 Gupta, A., & Sharma, P. (2021). Strengthening consumer dispute mechanisms in India: A review of CPA 2019 
reforms. Indian Journal of Consumer Law, 8(1), 44–58. 
26 Kumar, V. (2021). Digital transformation in consumer grievance redressal: An evaluation of e-filing under 
CPA 2019. Journal of E-Governance Studies, 5(2), 27–39. 
27 Sharma, D., & Rao, K. (2022). Administrative efficiency and legal reforms under the Consumer Protection Act 
2019. National Law Journal, 15(1), 41–59. 
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on businesses that endanger consumer interests. The creation of the CCPA adds a layer of 

accountability and ensures that enforcement is not solely dependent on consumer-initiated 

actions. This aligns India’s framework with international models where regulatory authorities 

play a central role in market oversight Saxena, 2020. 

Overall, the institutional framework under the CPA 2019 aims to create a more accessible, 

efficient, and proactive system for consumer protection. By combining modern technological 

tools, clearer procedural rules, and strong regulatory oversight, the Act enhances India’s ability 

to address contemporary consumer challenges effectively. 

 

 

Research Methodology 

Research Design  

This study follows a descriptive and analytical research design to examine how the Consumer 

Protection Act (CPA) 2019 reshapes consumer rights in India. The descriptive component helps 

explain the Act’s major provisions, structural reforms, and institutional changes, while the 

analytical component compares the 2019 Act with the Consumer Protection Act 1986 to 

identify shifts in regulatory intent and consumer empowerment. The research design 

incorporates trend analysis, case examination, and policy review to evaluate the Act’s 

effectiveness in digital marketplaces. Conceptual frameworks related to consumer behavior 

and regulatory governance are also applied. This mixed approach allows for a comprehensive 

understanding of how CPA 2019 improves accountability, dispute resolution, and consumer 

protection in modern commerce.28 

Data Collection  

The study uses both primary and secondary data to assess the impact of the Consumer 

Protection Act 2019. Primary data include observations of consumer disputes, analysis of 

selected judgments from Consumer Commissions, and illustrations from practical case 

scenarios involving product liability, e-commerce complaints, and misleading advertisements. 

Secondary data are sourced from government publications, annual reports of the National and 

State Consumer Commissions, academic journals, the Ministry of Consumer Affairs, and 

reputable databases documenting complaint trends and digital-commerce growth. These 

sources provide statistical indicators, comparative charts, and qualitative insights that highlight 

shifts in consumer grievances and regulatory efficiency after the implementation of CPA 

201929. 

Comparative Analysis of CPA 1986 and CPA 2019  

The Consumer Protection Act (CPA) 1986 marked India’s first comprehensive legal 

framework for safeguarding consumer rights, but its scope gradually became outdated due to 

technological and market changes. In contrast, the CPA 2019 significantly modernizes 

consumer protection by expanding jurisdiction, introducing stricter enforcement mechanisms, 

and addressing issues arising from digital commerce. While the 1986 Act focused primarily on 

physical goods and traditional service disputes, the 201930 Act explicitly includes e-commerce 

                                                             
28 National Consumer Disputes Redressal Commission Reports (2019–2023); Ministry of Consumer Affairs; 
Sharma (2022).  
 
29 Ministry of Consumer Affairs (2020); NCDRC Annual Report (2022); Verma & Singh (2021); Sharma (2023). 
30 National Consumer Disputes Redressal Commission Reports (2019–2023); Ministry of 

Consumer Affairs; Sharma (2022).  
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platforms, online transactions, and unfair digital trade practices. The new law establishes the 

Central Consumer Protection Authority (CCPA), equipped with investigative and enforcement 

powers—an authority missing in the earlier Act. Jurisdictional limits have also been revised, 

allowing consumers to file complaints where they reside, thereby easing access to justice. 

Additionally, CPA 2019 introduces product liability, enhanced penalties for misleading 

advertisements, and new consumer rights aligned with the digital marketplace. Together, these 

reforms create a more responsive and accountable system compared to the 1986 framework. 

 

 

 

Table: Comparison of CPA 1986 and CPA 2019 

Aspect CPA 1986 CPA 2019 

Regulatory Authority No central authority Central Consumer Protection 

Authority established 

Digital Commerce No provisions Comprehensive e-commerce 

regulations 

Complaint Filing Physical filing only E-filing and home 

jurisdiction 

Enforcement Powers Weak Strong—recalls, penalties, 

investigations 

Product Liability Absent Defined liability for 

manufacturers, sellers, 

service providers 

Misleading Ads Limited penalties High penalties + endorser 

liability 

Dispute Resolution Three-tier commissions only Mediation cells introduced 

 

The comparison highlights how the Consumer Protection Act 2019 modernizes and strengthens 

India’s consumer protection framework compared to the 1986 Act. The earlier law lacked a 

central regulatory body, while CPA 2019 introduced the Central Consumer Protection 

Authority with strong investigative and enforcement powers. Digital commerce, which had no 

mention in 1986, is now governed by clear e-commerce rules. Complaint filing has become 

more accessible through e-filing and home-jurisdiction options, replacing the older system that 

required physical submissions. CPA 2019 also adds product liability provisions and imposes 

higher penalties for misleading advertisements, including liability for celebrity endorsers. 

Additionally, mediation cells have been introduced to support faster dispute resolution, making 

the system more consumer-friendly and efficient. 

Figure 1: Consumer Complaints Growth (2018–2023) 
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The chart shows a clear and steady rise in consumer complaints filed in India between 2018 

and 2023. Complaints increase from around 35,000 in 2018 to nearly 150,000 by 2023, 

reflecting more than a fourfold growth over six years. The steepest jumps occur after 2020, 

indicating rising consumer awareness, increased digital transactions, and possibly easier online 

complaint-filing mechanisms introduced under the Consumer Protection Act 2019. The upward 

trend suggests that consumers are increasingly reporting grievances and that regulatory bodies 

are receiving a significantly higher volume of cases, especially as e-commerce expands. 

Overall, the data highlights a growing demand for stronger and more efficient consumer 

redressal systems. 

Figure2: Growth of Indian E-Commerce Market (2018–2023) 

 
 

The chart illustrates the steady and significant growth of the Indian e-commerce market 

between 2018 and 2023. Market size increases from around USD 20 billion in 2018 to 

approximately USD 90 billion by 2023, showing more than a fourfold expansion. The sharpest 
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rises occur after 2020, reflecting increased digital adoption, wider internet access, and shifting 

consumer preferences toward online shopping, especially post-pandemic. Each year marks a 

clear upward trend, indicating strong industry momentum and continuous investment. Overall, 

the data highlights how e-commerce has become a major driver of India’s retail economy, 

influencing consumer behavior and prompting the need for stronger digital consumer 

protection. 

Table 2: Major Consumer Complaint Categories (2022–2023) 

Category 2022 Complaints 2023 Complaints 

E-commerce refunds 25,000 32,000 

Defective electronics 18,000 22,500 

Misleading advertisements 7,500 10,200 

Service deficiency 34,000 40,000 

Case Studies  

Case Study 1: Misleading Advertisement by a Health Supplement Brand 

A well-known health supplement company advertised its product with the bold claim, 

“Guaranteed Fat Loss in 7 Days.” After consumer complaints, the Central Consumer Protection 

Authority (CCPA) investigated and found that the brand had no scientific evidence to support 

the promise. The advertisement was deemed misleading under Sections 2(28) and 21 of CPA 

2019. The CCPA imposed a monetary penalty, directed immediate withdrawal of the 

advertisement, and warned the company against making unverified health claims in the future. 

This case demonstrates the strengthened regulatory approach toward false advertising and the 

emphasis on substantiating claims before public dissemination. 

Case Study 2: Product Liability – Mobile Battery Explosion (2022) 

In 2022, a consumer suffered burn injuries after a mobile phone battery exploded during 

charging. The investigation revealed a manufacturing defect and inadequate quality testing. 

Under the product liability provisions of CPA 2019 (Sections 82–87), the manufacturer was 

held directly responsible for the harm caused by the defective product. The Consumer 

Commission ordered compensation for medical expenses, mental suffering, and loss of income. 

This case highlights the shift from caveat emptor (buyer beware) to a more consumer-protective 

system where manufacturers must ensure product safety. 

Case Study 3: E-Commerce Non-Refund Dispute 

A customer purchased a wooden cabinet from an online marketplace but received a defective 

product. When the seller refused a refund, the consumer approached the District Commission. 

Under the e-commerce guidelines of CPA 2019, both sellers and platforms must ensure 

transparent return and refund policies. The Commission held the seller and the e-commerce 

platform jointly liable, ordering a full refund and compensation for harassment. This case 

demonstrates how CPA 2019 closes loopholes that earlier allowed platforms to escape 

responsibility by branding themselves as "intermediaries." 

Case Study 4: Celebrity Endorser Liability 

A prominent Bollywood actor endorsed a skincare brand claiming “instant fairness and spot 

removal within 48 hours.” An inquiry under CPA 2019 revealed that the claims were 

exaggerated and unsubstantiated. Since the Act places responsibility on endorsers to verify the 

authenticity of claims, the celebrity faced potential liability under Section 21. The CCPA issued 

a notice requiring the actor to demonstrate due diligence. This case underscores the growing 

accountability of influencers and celebrities, discouraging irresponsible promotions driven 

solely by commercial incentives. 

Results and Discussion  
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The findings of this study show that the Consumer Protection Act 2019 has significantly 

strengthened India’s consumer protection framework, particularly in addressing challenges 

arising from digital commerce. Data from consumer commissions indicate a steady rise in 

complaints between 2018 and 2023, with sharp increases in e-commerce refund issues, 

defective electronics, and misleading advertisement cases. This pattern reflects both growing 

consumer awareness and the expanding digital marketplace. The comparative tables and 

figures highlight that CPA 2019 31is more adaptable to current market conditions than the 1986 

Act, introducing mechanisms such as e-filing, home jurisdiction, and explicit e-commerce 

regulations, which have greatly improved access to justice. 

Case analyses further demonstrate the Act’s practical impact. Misleading advertisements, once 

difficult to regulate, are now handled swiftly through CCPA interventions. Product liability 

provisions have shifted responsibility toward manufacturers, ensuring consumer safety in cases 

like battery explosions. Joint liability in e-commerce disputes has closed long-standing gaps 

that previously allowed platforms to evade responsibility. Moreover, endorser liability has 

introduced a culture of accountability among celebrities and influencers. 

Overall, the results indicate that CPA 2019 has made consumer protection more responsive, 

transparent, and effective. However, the discussion also reveals areas needing improvement: 

consumer commissions require stronger infrastructure, and many consumers still lack 

awareness of their digital rights. Additionally, the rapid expansion of online marketplaces 

demands continuous regulatory adaptation. The Act has laid a strong foundation, but its long-

term success will depend on sustained enforcement, public awareness, and ongoing updates to 

address evolving market behaviors. 

Conclusion  

The Consumer Protection Act 2019 marks a major shift in how consumer rights are protected 

and enforced in India. It replaces the older, more limited framework with a modern, forward-

looking system designed to address the realities of today’s marketplace. With the introduction 

of product liability, stricter rules for misleading advertisements, and comprehensive regulations 

for e-commerce platforms, the Act offers consumers far stronger safeguards than ever before. 

The establishment of the Central Consumer Protection Authority adds an additional layer of 

oversight, giving regulators the power to act quickly against unfair practices and protect 

consumers more effectively. 

The data illustrated through charts and tables in the study reflects how consumer behavior—

and the nature of complaints—has evolved over the years. There is a clear rise in digital 

transactions, an increase in online shopping grievances, and a growing public expectation for 

quick, transparent redressal. These trends highlight why the reforms introduced in CPA 2019 

are timely and necessary. 

However, the success of the Act ultimately depends on more than just strong legal provisions. 

It requires consistent public awareness so that consumers fully understand their rights. It also 

demands capacity building within consumer commissions, quicker resolution processes, and 

the ability to manage the increasing volume of digital complaints. Strengthening regulatory 

institutions and improving digital literacy across the population will play a crucial role in 

ensuring that the Act reaches its full potential. 

Overall, the Consumer Protection Act 2019 represents a significant step forward, ensuring that 

India’s consumer protection system keeps pace with a rapidly changing economy and continues 

to evolve with emerging challenges. 

 

                                                             
31 Government of India. (2019). The Consumer Protection Act, 2019. New Delhi: Ministry of Consumer Affairs. 
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