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Grievance redressal process of
e-comm players not up to mark’
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Number of complaints registered on NCH has gone up
lo 90,000 in November against 40,000 in Nov last vear’

OUR CORRESPOMDENT

NEW DELHI: The grievance
redressal mechanism of many
big e-commerce players is not
up to the mark as the number
of complaints received by the
Mational Consumer Helpline
has risen sharply over the last
four years, Consumer Affairs
Secretary Rohit Kumar Singh
said on Thursday.

Addressing an event organ-
ised by the Public Affairs
Forum of India (PAFT), Singh
said the number of complaints
registered on the National Con-
sumer Helpline (NCH) has
gone wp to 90,000 in Movem-
ber compared to 40,000 in the
same month last year,

“Four years back., the num-
ber of complaints pertaining to
e-commerce transactions was 8
per cent of the total complaints.
Last month, it was 48 per cent
of the total complaints,” he said.

“That means that grievance
redressal system of many of the
big e-commerce companies is
ot wiorking up to the mark,”
he added,

Singh noted that the power
equation between the con-
sumer and seller has suddenly
changed. “Consumer is get-
ting weaker and weaker, that'’s
where the role of this ministry
becomes important,” he added,

The Secretary shared that
in his various interactions with
(l'r]'pﬂlﬂ'l,‘i ECFOSS thl:' sechor,
including edutech, cab aggre-

‘Four years back,
the number

of complaints
pertaining to
e-comm transactions
was 8 per cent of
the total complaints.
Last month, it was
48 per cent of the
total complaints,’
Consumer Affairs
Secretary Rohit
Kumar Singh said

gators, food delivery platforms,
online gaming platforms and
e-commerce companies, he
has conveyed that they cannot
“take consumers for a ride”

The corporates have been
asked 1o self-regulate, he added.

The NCH provides ser-
vices in 10 languages at pres-
ent, which will increase to 22
in the future, he said.

Singh, however, acknowl-
edged that the regulation and
enforcement framework: has
not kept pace with the sdvance-
menits of the economy.

Talking about other initia-
tives of the ministry, the Sec-
retary said the government
will soon come out with guide-
lines for social media influ-
encers, making it mandatory

for them to disclose if they
have taken money to endorse
products.

He also said the consumer
interest watchdog CCPA is
investigating complaints relat-
ing to pricing by cab aggrega-
tors like Ola and Uber.

Expressing concern over
527 lakh cases pending in
consumer courts at district,
state and national levels, Singh
said the government is mak-
ing efforts 1o address this
problem,

Out of the total pending
cases, LB lakh pertain to the
insurance sector and another
80,000 cases relate to banking,
he added.

Singh said there are some
"systematic issues” and that
have been referred to sector-
specific ministries concerned.

O misleading advertise-
mients, he said, "We have now
developed a framework for
social influencers which will be
released soon, They have to dis-
dlose if they have taken money
to endorse the product”

On the Legal Metrology
Act, Singh said more reforms
are needed and sought sug-
gestions from the industry. He
also said recently the Cabinet
has approved a bill which will
decriminalise certain provi-
spons under the Act.

The srnment is also
nie'-'c]ﬂpiﬁ;\;andan{s on arti-
ficial intelligence and sustain-

able packaging.

7


http://indiamediamonitor.in/GetImages.ashx?fn=http://indiamediamonitor.in/2022/12/23/Kolkata/thumbnail/d49df1b3-65f4-423b-ad38-78439000bf13thumbnail.jpg

