


An assessment of Consumer Rights Protection Act 2009 in Bangladesh

Abstract
Consumer Rights is one of the most important issues in this world of consumerism where consumption starts from the beginning of the life to the end. It is considered as an indifferent part of human rights. The consciousness regarding consumer rights is increasing day by day among the consumers in accordance with economic, social and industrial growth. Still there are some lacking about the knowledge of basic rights and responsibilities as a consumer. Though there are approximately 39 conventional laws to protect consumers right, the Consumer Right Protection Act 2009 is the first direct law to protect the consumers. This article analyses laws which engaged to protect the consumers in Bangladesh. This article also analysis the activities of The Directorate of National Consumer Rights Protection (DNCRP) to ensure consumer rights through different measures described in the Consumers’ Right Protection Act, 2009. In this research the factors affecting the consumer rights through different procedures. It concludes by giving some recommendation for the policy makers as well as steak holders and point out some gapes of the existing law so that it can be taken into account in case of amendment. This paper also reveals awareness among the consumers plays a vital role to ensure their rights.
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1.1 Introduction
After gaining independence from Pakistan, newborn Bangladesh adopted several Pakistan enacted laws as well as British law, besides these lots of statutes have been passed by our great parliament throughout the time. However, the Bangladeshi lawmaker remained to some extent silent about the consumer protection law. Consequently, there was no specific law in Bangladesh for a long time on the protection of consumer rights. In 2008 the non-party caretaker Government passed an ordinance to formulate a strong legal framework concerning consumer protection in Bangladesh. The present Government enacted the consumer rights protection Act, 2009 on April 06, 2009, without giving approval to the previous ordinance.
The Consumer Rights Protection Act, 2009 is a bunch of rights of the consumers with advantages where under this Act the consumers can file an administrative complaint only. As per the Act of 2009, no complaint can be entertained by the Court without the approval of the Director General of the Consumer Rights Protection Department. Therefore, only competent government officers are entitled to institute a case against the infringer for violation of consumer rights laws. An individual personally aggrieved cannot initiate any legal suit against him except by lodging a complaint to the department concerned. No court shall take cognizance if the charge sheet is not submitted within 90 days from the date of complaint. Due to these legal drawbacks, consumers are not duly protected. Therefore, these legal flaws are to be removed with a view to enabling the consumers to institute a suit in a court of law identifying the violation of the law.(The Consumers Right Protection Act, 2009). 
Moreover, In Bangladesh there is huge drawback of publishing and explaining this law to public in systematic and organized way. It is evident that the Bangladeshi people, even not aware enough about their rights and responsibilities due to inadequate seminar, symposium, leafleting, and others awareness programs.
The Government machineries from implementing point of view are very weak. As the Government machineries do not work smoothly, so non-Government organizations should come forward with a program of helping the consumers. Moreover, the Bangladeshi people witnessed that there is a few political endeavor and program as to the protection of consumers. Even in some cases political postulate the businessman, traders, and industrialists by taking undue subscription that in return create artificial crises in the market and earn unlimited profits at the costs of suffering of the general people. The helpful news to us that, in our country some of Non-Government Organizations (NGOs) are working with regard to protection of consumers and they have been campaigning movement for the legal protection of consumers, for some cases giving help in the way of legal aids, advice and direct movement in the street. 

1.2 Review of Literature
This study is expected to find out the major loopholes in the case of protecting consumer rights from both consumer and institutional perspectives. As there is no comprehensive research done by any person, or institute concerning this topic in Bangladesh. So, this topic of elaborate study of consumer rights can be a standard way for conducting a study therein. For sake of completing this research work a lot of books, journals, articles, newspaper, booklets, periodicals, was reviewed that are shown below: 
Md Joynul Abedin, Sheikh Majedul Huq, and Julfikar Ali (April 2017) investigated that the consumers are deprived from their basic rights of purchasing in remote areas, ensuring consumer rights is highly depends on consumer education level and sellers’ skills. That means when the sellers are enough skilled in selling process, he/she must know the rights of consumer. 
Kulkarni and Mehta (2013), investigated buying practices and the level of consumer rights awareness among management scholars. The study which was conducted in Ahmednagar city found that 62% of management students were aware of their rights but only 5% had lodged complaints against sellers in a district consumer forum. The studies suggest that consumers need to be educated more about the procedure of filing complaints and seeking redress. 
Khurana and Khurana (2012), examined the general awareness among consumers regarding consumer protection measures and the Consumer protection Act (1986) in India. The study was conducted in the District of Yamuna Nagar of Haryana State. One of the objectives of the study was to provide recommendations that for strengthening consumer awareness programmed in India. The study found out that all respondents had a general awareness of consumer protection and that all consumers had faced the situation of consumer exploitation in one way or other. The results also found that only 10% of the respondents had approached the consumer forum for justice while none of them had used the National Consumer Helpline as a means of seeking redress for the problems faced as consumers. This indicated a low level of utilization of consumer protection mechanisms in the country despite the existence of general consumer rights awareness in the country 
Vijayakumar and Venugopal (2012), postulated that consumer education enhances consumer rights awareness. The study on consumer rights awareness conducted in India found out that educational institutions played a significant role in raising consumer rights awareness. Further, the study was able to establish that consumers can still be exploited even when aware of their rights. The study focused on universities that offer studies on consumer affairs as part of their syllabus. The majority of students interviewed agreed that consumer awareness can assist in reducing consumer exploitation in the market place indicating a link between consumer rights awareness and reduction in consumer exploitation in the marketplace. 
Jayasubramanian and Vaideke (2012), concluded that general public awareness of consumer rights and consumer protection measures is affected by a lack of proper communication. The study looked at consumer rights awareness and attitudes towards Consumer protection measures in India. It revealed that despite government measures to protect the consumer, consumers may end up not using 
Ahlawat and Shekar (2009), observed a close relationship between the level of awareness and utilization of consumer rights through a study of 200 Indian women consumers. The study conducted in Palanpur city of Gujarat State found out that consumers are mostly aware of the rights that are simple and easy to access such as the right to information, choice, and safety. The other rights that required a deep understanding of complicated rules and procedures are less utilized by women. 


1.3 Statement of Problem 
Although the term ‘Consumer Rights Protection’ is not frequently discussed but now it is a necessary part of daily life. As the abuse of Consumer Rights has grown and consumer rights are infringed daily due to the absence of a robust legal regime on it the existing laws alone are not enough to face the growing challenges in consumer rights protection. So, it is essential to amend the existing laws.” Consumers are not conscious of their rights. And they have little knowledge and awareness or idea about their rights. So, it must be very useful and helpful for consumers, to research the protection of consumer rights. Though there are very few studies found in this field thus, knowing deeply about this subject this study will help much more. Further, it will help to draw the attention of the policymaker to this issue and to reduce the present loopholes of the law. When the consumers or customers will be known for their rights only that day the anti-consumer activity will stop in our country. Therefore, this study is important for the greater interest of the public and government as well.

1.4 Objectives
The main objective of this study is to assess the existing Consumer Rights Act, 2009 and to provide a guide that will help to make it more effective. The specific objectives of this study are as follows:  
i) To clarify the concept of Consumer and Consumer rights according to CRPA, 2009 and assess the awareness situation of Consumer rights in Bangladesh.
ii) To analyze the current regime of legal protection and non-government organizations’ assistance in the protection of consumer rights in Bangladesh.
iii) To reveal the shortcoming of the consumer rights protection laws and implementing body DNCRP in Bangladesh.




1.5 Methodology of the Study
Research methodology includes the research method, the research strategy, the research approach, the methods of data collection, the selection of the sample, the research process, and data analysis. The paper aims to analyze the current implementing situation of Consumer Rights Protection Act-2009. People from the implementing agencies and the consumers are the research population. In order to accomplish the objectives of the study, the case oriented qualitative research strategy has been selected.

As previously discussed, the present study is based on both primary as well as secondary data. To collect the primary data, the author conducted a one-week long field study in the head office of the Directorate of National Consumers’ Right Protection and an online survey in social media with relevant questions that are useful for consumer rights protection. An online survey was conducted through a google form in social media where 241 people have participated and give feedback about consumer right protection related questioner. Interview, observation and case story were used as data collection techniques. 
Secondary sources of the research basically include review of relevant public records, available statistical data and annual reports of major governmental organization DNCRP. Additionally, information was collected from the website of various national and international organizations, discussion on the conceptual issues, secondary literature together with books, journals, electronic materials, constitutional law, statutory law, and case law.



1.6 Justification of the Study
Over the years, protection of consumer rights has increased its significance throughout the world. Among the South Asian countries, India was the pioneer to enact comprehensive consumer protection law which was followed by Pakistan, and Nepal. In Bangladesh, before 2009, there was no law to protect consumer rights. But in 2009, the Government of Bangladesh enacted The Consumer Rights Protection Act, 2009. We have seen the implementation of this law since 6th April 2010. Protection of consumer rights has become a talk of the country in recent times. In keeping pace with the modern world, the formulation of the Consumer Rights Protection Act, 2009 is a significant movement toward the protection of the rights and interests of the consumers in Bangladesh. Protection of consumer rights is one of the fundamental constitutional rights of citizens. According to Article 32 of Bangladesh constitution “Consuming safe goods and services is the fundamental right of every citizen.” There is a dearth of empirical research on this issue; therefore, it is timely to conduct comprehensive research on this issue.

1.7 Limitations of this Research
Even though the aim of the research proposal is achieved, there were certain limitations that were unavoidable. First limitation was time limit, since the time period allowed to work on the research proposal was one month. An online survey on the consumers was done where only a few educated consumers responses were taken who are active in social media. As the area that will be researched on is currently consumer protection laws of Bangladesh, next limitation is the limited availability of research materials. The research area is a multidisciplinary perspective so to focus solely on the legal aspects is quite difficult. Nevertheless, research area is mainly narrowed down to the emerging issues and challenges aspect of consumer protection in Bangladesh. I intend to do further vast research about consumer right in the future.



2.1 Theoretical Key Concepts
Who Is a Consumer? 
The word “consumer” comes from “consume”.  In simple words, the persons who use or consume products or services are consumers. In the eyes of the law, a person is required to fulfill certain conditions to be regarded as a consumer. In this study consumer is a person who buys or uses any product or exchanges money or uses the utility of the product. Under CRPA 2009, a person who buys goods to earn a livelihood by ‘self-employment’ also falls within the definition of a consumer (Amjad and Emrana, 2007). Section-2 (19) of the Consumers’ Rights Protection Act (2009) in Bangladesh states the definition of the consumer as follows. “Consumer” means a such type of person: 
(a) Who, without resale or commercial purpose- 
(i) Buys any goods for a consideration which has been paid or promised to be paid; 
(ii) Buys any goods for a consideration which has been partly paid and partly promised; or 
(iii) Buys any goods for consideration under any system of deferred payment or installment basis; 
(b) Who uses any goods bought under clause (a) with the consent of the buyer; 
(c) Who buys any goods and uses them commercially for the purpose of earning his livelihood by means of self-employment; 
(d) Who- 
(i) Hires or in any other means avails of any service for a consideration which has been paid or promised to be paid; or 
(ii) Hires or in any other means avails of any service for a consideration which has been partly paid and partly promised; or 
(iii) Hires or in any other means avails of any service for consideration under any system of deferred payment or installment basis; or 
(e) Who enjoys any service under clause (d), with the consent of the person who hires or avails it,” 
It is said that consumer protection is the achieved or intended result of consumer policy. (The Consumers Right Protection Act, 2009: 2 (19))

2.2 Consumers’ Rights
Every citizen of a state is a consumer. As the product seller has the right to gain profit, simultaneously consumer has the equal right of owning a safe and quality product of his or her choice. The declaration of US former president, John F. Kennedy in 1962 outlined only four basic consumer rights including safety, information, choice, and being heard. A global federation named Consumers International (CI) with 250 Consumer Organizations movement added four more rights that are related to satisfaction, redress, education, and a healthy environment. 
To be more specific, combining those rights eight consumer rights are defined by the UN Consumer Bill of Rights (United Nations Guidelines for Consumer Protection, 1985). 
a) Right to Safety- safeguarding against goods that are hazardous to life and property. 
b) Right to Information- consumers have the right to be informed regarding the price, quality, quantity, etc., of the products they buy. 
c) Right to Choose- consumers should be provided with a wide variety of goods to choose from. 
d) Right to be Heard- the right of consumers to have their complaints heard. 
e) Right to Satisfaction of Basic Needs- these right demands that people have access to basic, essential goods and services: adequate food, clothing, shelter, health care, education, public utilities, water, and sanitation. 
f) Right to Redress-consumers have the right to seek redress regarding their complaints. 
g) Right to Consumer Education- the right of consumers to be educated about their rights. 
h) Right to Healthy Environment- this is the right to live and work in an environment that is non-threatening to the well-being of present and future generations.
The mentioned eight consumer rights form the basis of all types of consumer movements in Bangladesh. In Bangladesh, around 61 laws are prevailing on consumer rights that aim to ensure the safety of products and security in service.
2.3 What Is Consumers’ Rights Protection? 
To ensure the rights of consumers every country should consider the following three aspects.
Firstly, voluntary protection: which means that consumers themselves would voluntarily set up organizations and/or associations to safeguard their own rights and interests. These associations/organizations generally work as pressure groups on the government for consumer rights issues. There are many such voluntary organizations in India, Pakistan, Sri Lanka, and other countries of the world. In Bangladesh, the Consumers’ Association of Bangladesh (CAB) was established in 1978. (Banglapedia, 2021).
Secondly, Institutional Protection: By establishing national institutions to safeguard and promote the consumer rights of citizens this aspect of consumers’ protection can be ensured (Ramsay, 1998). Consumer rights of citizens can be ensured by establishing national institutions such as National Consumer Protection Council in India, Islamabad Consumer Protection Council in Pakistan, Commissioner of Internal Trade, and the Consumer Protection Council in Nepal and Sri Lanka. In 1914 the Federal Trade Commission, in 1927 the Food and Drug Administration, and in 1970 the National High Traffic Administration was set up in the USA; the United Kingdom established the office of Director-General of Fair Trading; Sweden set up the Consumer Agency KOV and Consumer Ombudsman KQ. 
Bangladesh Standard and Testing Institute, Food Safety Authority etc. have been active in protecting consumers of Bangladesh in a limited capacity by way of doing laboratory research and testing commodities to find out whether the same complies with the expected standard.
And lastly, “Statutory Protection” - which can be guaranteed by enacting relevant laws for protecting the rights and interests of the consumers (Trakic, 2015: 203–221). For example, the Consumer Protection Act 1979 in both Thailand and Sri Lanka, Consumer Protection Act 1986 in India, Consumer Act of the Philippines 1990 in the Philippines, Islamabad Consumers Protection Act 1995 in Pakistan, Consumer Protection Act 1998 in Nepal, The Law on Consumer Protection 1999 in Indonesia, and Consumer Protection Act 1999 in Malaysia. In Bangladesh, Consumer Rights Protection Act, 2009 has been enacted to safeguard consumer rights. 

2.4 History of consumer Rights in Bangladesh
Consumer Association of Bangladesh (CAB)
The Consumer Association of Bangladesh (CAB) had first initiated the consumer protection movement. This organization has played a vital role in the movement of the consumer protection law in Bangladesh. The core objective of CAB is to promote and protect the rights and interests of consumers. The major objectives of CAB are as follows: 
(a.) to make consumers aware of their rights and responsibilities; (b.) to promote consumer education, aiming at raising awareness of consumers against exploitation, and providing them with technical knowledge and support for real protection; (c.) focus on consumers’ problems and develop a spirit of mutual co-operation and understanding among different groups, associations, institutions, NGOs, and Government agencies functioning in the interests of the welfare of the people; (d.) exchange information and knowledge of various actions about consumer protection with national and international organizations; (e.) to organize and set up consumer Association and groups at the district and Thana levels; and undertake research studies on consumer issues and problems; and (f.) regularly monitors the market prices of essential commodities and services to show the actual price situation in the market and to keep prices within the purchasing power of general consumers. It runs a market monitoring cell which regularly conducts market surveys and supplies relevant information to consumers through national dailies. (Banglapedia, 2021).

CAB is a non-profit organization that was established in 1978. It is imbued with the idea of consumerism. Since its birth, CAB has been trying to spread the essence of consumerism among poor and low-middle class consumers. In February 2000, Ministry of Commerce sent the draft act (with necessary amendment suggestions) to the Bangladesh Law Commission to do necessary research on it. On 29th October 2000, the Law Commission suggested various changes to the draft act so prepared. Based on all these reforms, a bill was later introduced in the Parliament for the enactment.

2.5 What are the Anti-Consumer Practices?
In a welfare state, some laws, rules, and regulations are enacted to protect the people from anti-consumer rights practices. Those laws, rules, and regulations are collectively called Consumer Rights Protection. This definition is quite simple, but it also creates another question in our minds, what kind of activities can be called anti-consumer rights practices exactly? 
For that, it has been clarified in the section 2(20) of the Consumers’ Rights Protection Act (2009) as given below: “anti- consumer rights practices” means- 
(a) to sell or offer to sell any goods, medicine or service at a higher price than the fixed price under any law for the time being in force; 
(b) to sell or offer to sell adulterated goods or medicine knowingly; 
(c) to sell or offer to sell any goods containing any ingredient which is extremely injurious to human health and the mixing of which with any food item is prohibited under any law for the time being in force; 
(d) to deceive consumers by untrue or false advertisement with the purpose of selling any goods or service; 
(e) not to sell or deliver properly any goods or services sold and promised in consideration of money; 
(f) to sell or deliver less than the offered weight to the consumers while delivering or selling any goods; 
(g) if the weight stone or any other weight measuring instrument used for measuring weight in selling or delivering goods shows more than the actual weight; 
(h) to sell or deliver less than the offered amount while delivering or selling any goods; 
(i) if the length measuring gauge or anything else used for measuring length in selling or delivering goods shows more than the actual length; 
(j) to make or manufacture any fake goods or medicine; 
(k) to sell or offer to sell goods or medicine the date of which has expired; 
(l) to do an act which may endanger life or security of the consumer and which is prohibited by any law for the time being in force. (The Consumers Right Protection Act, 2009: 2(20))
In short, anti-consumer rights practices mean all the activities which deprive a citizen of exercising his rights as a consumer. 

3.1 Conceptual Framework
The conceptual framework is a written or visual presentation that explains either graphically, or in narrative form, the main things to be studied – the key factors, concepts, or variables, and the presumed relationship among them (Miles and Huberman, 1994: 18). In the following mentioned conceptual model, the author argues that the protection of consumer rights can be ensured through the awareness of the citizens, interaction, and coordination among various government organizations such as the policy implementers and law enforcement agencies (DNCRP), the behavior of producers and service providers, the role of CAB and other NGOs and civil societies. 
The following framework reveals how these actors influence consumer rights protection through interaction. The success of the implementation of consumer rights depends on how actively these actors work by interacting with each other. 



Figure:1 Conceptual Framework, Source: The Author
The framework depicts how government officials play a key role in implementing the law. According to CRPA-09(26) article no 18 Directorate of National Consumer Rights Protection has been established. For consumers, Except for the head office in Dhaka, there are 64 district offices and seven divisional offices. Most district offices are fully established and execute work efficiently.
The Directorate of National Consumer Rights Protection was established in 2009 at Dhaka and started activities in 2010. The Directorate should have one Director General who was appointed by the government and his recruiting condition is always reserved by the government (20). The first recruitment was held in 2012 by PSC from 30 BCS non-cadre post designated as assistant director. Present work force is total 218 including 96 officer and supporting staff.
Generally, the directorate deals with three types of work.

 
Figure 2: Activities of DNCRP

Firstly- Prevention: Regular monitoring and the raiding market is conducted in order to protect anti-consumer practices of businesses. Secondly, taking written complaints from aggrieved consumers who are being cheated on purchasing goods and services. According to the rules, 2020 hearing and disposal of written complaints are done. The third one is publicity to create awareness among consumers; These activities are done on behalf of the Director General by the officers who are empowered through the delegation of power from the Director General. According to the CRPA, 2009 section, 28 other organizations (BSTI, BD POLICE, RAB, APBN, FSA etc.) must help DNCRP to perform its duties properly. (The Consumers Right Protection Act, 2009: 28).

The success of ensuring consumer rights is highly dependent on the role of these four actors. The first one is the government body related to the implementation of the law. The second key element is the attitude of the supplier or producer or businessmen who produce and supply goods and services. The third important fact is Consumer awareness which grows at that moment when a consumer is concerned about the available products and services being marketed and sold and also about the rights he or she has as a consumer. 
CAB and other NGOs regularly monitor the market prices of essential commodities and services to show the actual price situation in the market, raise voices on behalf of consumers against the anti-consumer practices practiced in the market and request the government to make effective initiatives for the protection of consumer rights.



4.1 Findings and Analysis
The findings of the study suggest that preventive measures such as market monitoring, raiding, and fining are the basic activities of the Directorate as per the CRPA 2009 and it plays a very effective role to prevent anti-consumer practices. Administrative remedies are more popular and fruitful for controlling the market. For this reason, not only do the consumers welcome it but also the government takes these activities into account in the Annual Performance Agreement (APA). This monitoring is done on a random basis as there is no provision for keeping sources or agents. 


Source: www.dncrp.gov.bd 

Filing written complaints against any seller is the most attractive and popular among consumers for its disposal process and compensates the consumer with 25% of the fining amount if proved and imposed fine. The DNCRP is very much aware of written complaints. The disposal processes are very short and easy as consumers need not complain in court, need not waste time or money on the lawyer, and bootless harassment in the name of the court hearing. 

Source: www.dncrp.gov.bd

From the beginning of the activities of DNCRP P people were not aware of the CRPA, 2009, and the complaint procedures. But with time consumers become conscious of their rights and they could get a remedy in the directorate. As a result, the number of complaints lodged is increasing with the awareness-building program through seminars, workshops, print, and electronic media, and social media as well.

Source: www.dncrp.gov.bd 

The Directorate of National Consumer Rights Protection started its journey in Bangladesh in 2009.  For the purpose of protecting the rights of the consumers, creation of compliant facilities, field level operations and monitoring and simultaneously working in the interest of consumer awareness.  However, understanding how much awareness among consumers or the public about the activities of the Directorate of Consumer Rights Protection and how they view the activities as a whole is very necessary for making future action plans. This report examines the monitoring and presentation of consumer protection issues to the public.
The number of respondents participating in this observation is 241 people.  Whose age range is 17-60 years?

4.2 Observation of Familiarity 
According to the research 241 people as 100% total 97.1% know about Consumer Protection Directorate.  There is a group presence that doesn't know the details but knows a bit.  Significantly, the number who do not know at all is negligible, only 2.1%


Figure 01: Do you know about National Directorate of Consumer Rights Protection? (214 people responses)




4.3 Expressions of the General Public about the Activities   
Regarding the opinion of the changes, 61.8% felt that change had occurred, and that it is positive. Apart from this, another 18.3% claimed its positivity is high.  Apart from this, some 12.7% people were not able to know whether there was a positive change because they did not have a clear idea about the complaints or related issues. Which is a significant point. 
That is, the importance of being attentive to whether the common people are benefiting and to ensure that others can get the right idea by those who are benefiting is easy to understand



Figure 02: Has any positive change been achieved by the Directorate of Consumer Protection? (214 people responses)



4.4 Extent of Perception of the General Public about the Complaint Procedure 
About 50% (49.2%) know the complaint procedure.  That is, according to research, half of the people know.  However, the lack of detail or clear concepts is also noticeable.  Because 35.1% know about the complaint but lack proper understanding Which could be an area of ​​focus for the Directorate of Consumer Protection.


Figure 03: Do you know the process of complain? (242 people responses)


4.5 Observation of the victim's behavior
As we have seen above, about 98% of people know about the Consumer Protection Directorate, but less than half feel the need to file a complaint.  The number of direct complaints is 25.2% but cases where the person did not complain due to lack of proper means or easy way even after wanting to complain are important cases to focus on. 

That is, the complaint model needs to be explained more comprehensibly to everyone.  At the same time trying to make the model more accessible to the general public could be an area of ​​work.
 





Figure 04: Have you ever complained to the Directorate of Consumer Protection? (242 people responses)


4.6 Victim Expectations and Outcomes
22% people got the result as per their expectation.  Here the perception of results is very important.  Although there are a large number of people who have never complained, it is important to note that those who have complained should be aware of the market system, the correct explanation of the incident and at the same time their position.


Figure 05: If yes, are you satisfied? (242 people responses)


4.7 The position of the Directorate in solving the problem 
It is noteworthy that about 63% people got the solution.  The number confirms that the work of the Directorate in ensuring consumer rights is commendable.  But at the same time, the need to provide appropriate information to those who did not get the desired results, why they did not get them, what they would have got or to whom is understandable.


Figure 06: Is there anyone you know who get solution after complaining to Directorate of Consumer Protection? (242 people responses)



4.8 Advice from the general public 
Out of 242 people who participated in the study, 240 people gave advice.  Here are the important points of advice:

·  Eliminate time constraints and act quickly
·  Attachment of young, marginalized individuals. Carrying out campaigns and activities in districts, Upazilas or more marginal areas
·  Creating efficiency in online operations
·  Ability to work outside the political pressure
·  Manpower increase
·  Increasing the level of punishment
·  Help line activation
·  Simplifying the process
·  Making the legal process more stringent.

4.9 Legal Regime of Consumers’ Rights Protection in Bangladesh 
Consumer protection in broader meaning includes the laws and policy and their implementation mechanisms to guarantee fair interaction between the consumer and the manufacturers and the service providers (Rahman, 1994: 349–362). According to articles 15 and 18 of the Constitution of People’s Republic of Bangladesh (1972) ensured the rights of consumers, without via or referring to the tenure itself contained by the area of citizens’ general rights. Article 15 states that the right to food security is a fundamental principle of public policy for sustainable livelihoods. Article 18 states that public order must promote public health and nutrition and prevent the abuse of drinks and drug addiction. However, these two provisions are part of the basic principles of public order and therefore do not have legal force as fundamental rights in court. (Constitution of People’s Republic of Bangladesh, 1972: 15, 18)
The Government has enacted the Consumers’ Rights Protection Act, 2009 to protect the rights of the consumers. This is a pragmatic approach of the Government to ensure consumer’s right that ultimately ensures the right to life. Although the CRPA, 2009 is the main piece of legal document to certain the protection of consumer’s rights in Bangladesh, there is a terrific range of different laws to deal with the problem. Essentially earlier than the enactment of the CRPA, 2009 those legal guidelines albeit in a scattered matter, provided the legal protection mechanism of consumer rights in Bangladesh (Mozammel and Zahid, 2020). Before the CRPA, 2009 came into existence more than forty legislations were active to work on consumer protection in Bangladesh. 
Here, it should mention that Bangladesh’s first Competition Act has been enacted in 2012 that was made a path for the Competition Commission equivalent which is equivalent to a civil court, yet is yet to be formed. The Consumers’ Rights Protection Act (2009) provides for both civil and criminal remedies.
 A consumer is entitled to lodge a complaint with the Consumer Rights Protection Department for any violation of the Act. The Deputy Commissioners of the districts can exercise the same power as given to the department. A consumer although barred from filing a direct complaint to the police station under the Consumers’ Rights Protection Act, 2009 can file a case to the Police Station under other Laws. The Law on consumer rights not only prohibits adulteration, hoarding, smuggling, black marketing, cheating, or fraud in weight and measurement or selling products at a higher price but also provides punishments for such acts (Hyder, 2017). A manufacturer or producer as well as a service provider or even in special circumstances the seller is liable for adulterated foods or drugs or other essential commodities. Counterfeit products or stolen goods or adulterated food or drugs are also prohibited from selling in the market and violation of this is punishable under the penal Laws including the death penalty under the Special Powers Act, 1974 or imprisonment for 10 years and a fine of Tk.1 million under the Drug Control Ordinances, 1982. 

5.1 Challenges of the Consumers’ Rights Protection Laws in Bangladesh
Currently, in Bangladesh most of the consumers are facing various number of specific problems, some of them are: adulteration, deceptive packaging and branding product, inconsistent with price, false information about goods and services, deceptive advertising cheating in weights & measures, false date, fraudulent production process and selling etc. (Hyder, 2017). Overlapping of the laws is a problem for Bangladesh to implement measures against criminality associated with violation of consumer rights (Abedin et al., 2017).
Different Laws on the same subject, different types of punishment for the same offence under different Laws, court fees for filing a suit for compensation, delay in proceedings, investigation procedure left to the police instead of independent authorities, lack of monitoring mechanism have been observed by experts as potential impediments to enforcement. 
The basic problems of the existing consumer rights protection laws in Bangladesh. Evident from investigation the following problems are as follows: 
(A) Limitations of Establishing Upazilla Office: According to the provision of CRPA, 2009, section 19(2) the Government may, if it thinks necessary, establish a District Office of the Directorate in any district outside Dhaka that limits the establishment of Upazilla office that is highly demanding to ensure consumer rights in root level or to marginal people.(The Consumers Right Protection Act, 2009: 19(2)) 
(B) Time Constraint: Time constraint for lodging a complaint is another most important shortcomings of the consumers. Complainants have to lodge complaint within 30 days of date of occurrences (The Consumers Right Protection Act, 2009: 60). However, in India, the time perimeter for filing a complaint is two years.(Consumer Protection Act, 2019: 69). matter of the issue of unawareness, 30 days’ time limit certainly be lapse and this would prevent the access to justice. In view of such analysis, the time limit for filing a complaint supposed to be extended (Rights and Shamim, 2016). 
 (C) Limitation of filing Criminal Case: An aggrieved (consumer) cannot file a case directly before the Magistrates court to initiate a criminal proceeding (The Consumers Right Protection Act, 2009: 71(1)). All cases belongings under this rule get to be filed to the Director universal or any officeholder empowered by the District Magistrate (The Consumers Right Protection Act, 2009: 71(2)). However, the Director General of Directorate of National Consumer Rights Protection in an interview has defended the perception by stating that if condition arises, the case will be forwarded to the court of judicial Magistrate on priority basis. However, it should be noted that if DNCRP fails to file that case before the court of the judicial Magistrate by 90 days of the complaint being made, then the complaint will be time barred  (The Consumers Right Protection Act, 2009: 61). Thus, time limitation may provide to be an extenuating factor too. Along this, the question of access to justice remains and as such the legal provision requires a revision. 
(D) Limited Jurisdiction: The Directorate of National Consumer Rights Protection has the jurisdiction to entertain complaints while the value of the goods or services and the compensation, if any, claimed does not exceed 200,000 BDT (The Consumers Right Protection Act, 2009: 37–55). Greater jurisdiction means the quasi-judicial body can fear more complaints as a result ensuring better and wider protection. This mechanism reduces burden from the court and provides consumers with quick affordable access to justice. The divergence as such reflects the limited ambit of the Directorate of National Consumer Rights Protection to redress complaints. Such limitation restricts the objective of affordable access to justice. So, it is of top magnitude to elaborate the jurisdiction of the Directorate of National Consumer Rights Protection. 
(E) Hearing Procedure: An alternative critique of the Act is the need of provision of procedural steps which is to be followed by the Directorate of National Consumer Rights Protection on receipt of complaints. The procedure has separated among complaints of goods and service. The Act has given the quasi-judicial body the recognition of a civil court during such hearings also. Such elaborate description brings precision and understanding of the system. In consequence such an inclusion of procedural steps and recognition of the Directorate of National Consumer Rights Protection with the powers of a civil court (for the procedural purpose), in the CRPA 2009 is essential to establish fairness, understanding and transparency of procedure. 
(F) Limited Remedy: Here is moreover space for expanding the administrative remedies available to the Directorate of National Consumer Rights Protection. Under CRPA, the Directorate of National Consumer Rights Protection can impose fine only if the consumer’s complaint is proved during hearing. The maximum fine which can be imposed is 200,000 BDT and the consumer is entitled to 25% of the realized fine (The Consumers Right Protection Act, 2009: 76). In this view, the remedial power of the Director General supposed to be elaborated to better safeguard the consumers’ needs (Rights and Shamim, 2016). 
(G) Narrow Definition of Anti-Consumer Right Practice A further drawback of the Act is the inadequate scope of application. The CRPA has defined 12 conducts to be anti-consumer (The Consumers Right Protection Act, 2009: 2 (20)). However, the characterization is narrow in scope. For instance, the section does not contain any provision for restrictive trade practice. It did not include lots of aspects of unfair trade practice too, like as false representation of goods and service, false representation of warranty and guarantee and all that to be anti-consumer. There is a short of provision for maintenance of quality of all goods and service also. As for the quality aspect, s. 2(20) (b) of CRPA states that it is an anti-consumer act to sell or offer to sell adulterated goods or medicine knowingly. The definition of adulteration is however limited to food, medicine, hair oil, body soap or other cosmetic (The Consumers Right Protection Act, 2009: 2(18)); (The Pure Food Ordinance, 1959: 3(1)); (Special Powers Act, 1974: 25C). Further there is no necessity to maintain quality of service within the Act. So, the circumference of protection for violation of quality is parochial. On the other hand, Consumer Protection Act 2019 of India has made provisions about quality and service. 
(H) Narrow Definition of Service: The ambit of protection of rights to service covered under the 2009 Act is furthermore questionable. Service has been defined in the Act to include “transport, telecommunication, water supply, drainage, fuel, gas, electricity, construction, residential hotel and restaurant and health services, that is made available to its users in exchange of price but does not contain the services rendered free of cost” (The Consumers Right Protection Act, 2009: 22). This assessment illustrates the narrow demarcation of service in the CRPA. The characterization missed common areas of service such as, banking, financing, insurance, processing, housing, entertainment, amusement, purveying of news or other information, etc. Thus, the scope of service must be expanded to guarantee better security of consumers. 
(I) Limitation Regarding Public Health Care Service: Alike to the above provision, under the CRPA 2009, the Directorate of National Consumer Rights Protection is capable of inspect and discover defects in private health care service but cannot contain any remedial measures against them. Directorate of National Consumer Rights Protection can simply put the matter to the Secretary of Ministry of Health and Director General of Department of Health (The Consumers Right Protection Act, 2009: 73). This limitation makes the process complex and may give rise to criticisms of lack of transparency of procedure and restriction of access to justice also. Therefore, this restrictive provision in the 2009 Act supposed to be reviewed in light of ensuring successful consumer protection. 
(J) Limitation regarding Adulterated or Fake Medicine: A further blemish of the law is that it does not allow the Directorate of National Consumer Rights Protection to file a lawsuit against adulterated or fake medicine, though DNCRP has the power and responsibility to inspect and discover adulteration or fake medicines. In that situation, lawsuit may be filed under s. 25C of the Special Powers Act 1(974). Therefore, the restriction imposed in the 2009 Act makes the process complex and may deter affordable and quick access to justice in such situations. So, the limitation is questionable and must be reviewed. 
(K) No Provision for Digital Content: Its era of digital contents but CRPA does not include provision for digital content. Digital content means data which are produced and supplied in digital form (Consumer Rights Act, s. 2(9)). Illustrations of digital content are software, games, apps, ringtones, e-books, online 4801 International Journal of Law Management & Humanities [Vol. 4 Iss 3; 4789] © 2021. International Journal of Law Management & Humanities [ISSN 2581-5369] journals and digital media like as music, film and television. Digital content may be supplied in intangible form like as downloaded, streamed or accessed on the web. Consumption of digital content is colossal and is growing every moment. In this perspective, reform of the 2009 Act is compulsory to meet the digital era. For digital content, elaborate provision is essential to be included to take clarity and enhance safeguard the rights of consumers. 
(L) Inconsistency in Present Enacted Consumer Laws: Consumer right protection in Bangladesh is still in an unremarkable stage. Until 2009, there was no unified consumer Act but different pieces of legislations have been formed time to time for ensuring consumer protection. Some citable legislation includes the Sale of Goods Act, 1930, the Control of Essential Commodities Act,1956, the Pure Foods Ordinance, 1959,The Price and Distribution of Essential Commodity Ordinance, 1970, the Standards of Weights and Measures Ordinance, 1982, the Bangladesh Standard Testing Institute (BSTI) Ordinance, 1985, and the Accreditation Board Act, 2006. But it is a matter of despondency that the existing limited laws on consumer protection in Bangladesh are very controversial and conventional. Finally, a comprehensive act has been enacted in 2009 called the Consumers’ Rights Protection Act, 2009 ("CRPA, 2009") to prevent any acts against consumer right and interest, to punish the offenses of economic operators, to ensure the quality and safety of products (goods and services) and to repeal fraud repression and inspections of imported and exported goods. But, effective implementation of this Act is still a big challenge. Because, most notable fact about the Consumers Rights Protection Act, 2009 is that it does no thavearight-based bottom-up approach and it is mostly an administrative one. Absence of clear statement of the consumer’s rights, easy and cheap redress procedures have made this CRPA, 2009 ineffectual. So, to make this Act a significant one, it must be amended with clearly defined or listed ’consumer rights’, empower consumers to participate in the enforcement of those rights and increase power of the Council and the Directorate to make use state machinery in order to enforce orders, directives and judgments against violations of consumer rights. Another highlighting issue is that there is absence of separate court for consumer rights in our country, unlike our neighboring countries India, Malaysia, Sri Lanka and Nepal. That’s why, the corrupt businessmen tend to embed a good relationship with corrupt government officials who might help to cheat and exploit the innocent consumers (Amjad and Emrana, 2007). So, the new law will not protect the consumers and their rights in real sense until the already existing law is not fully enforced through the organized legislative organizations



6.1 Some Advices from Respondents 
						
1.Establish separate office in every Upazilla with proper jurisdiction to dispose complaints filed under the Act. Decentralization of authority for the purpose of protecting consumer rights is prescribed in the Act by providing direction to establish district, Upazilla even union committee. Regional office in district, Upazilla even union could ensure the consumer rights in root level. By following the example of Indian consumer protection system Sec 11(2) complaints are instituted with in local limits of jurisdiction of that district forum. So that consumers in coursed to come forward with their complaints as, it would be relatively easier for them to co-operate with the proceedings of the complaints. Under Sec 81 of the Act council with prior approval of the government does have authority to make such rule. Thus, offices should be created under council in Upazilla level in order to deliver quick and precious remedies to the consumers by amending the law.

2.According to the Act, a consumer receives 25% of the fined money or through civil suit not in excess of fivefold of the damage. It is essential to implement law sufficiently to create an example so that others may not violate the law. In the Act highest fine which might impose against an accused is two lacs. Financial punishments under the Act are grossly inadequate. If the punishment is not damaging enough to create a significant hardship on the accused party than it is hard to permanently stop there damaging activities towards consumers. Thus, fine amount and compensation paid towards the complainant should be increased. In India district forums have jurisdiction up to 20 lacs above that to one crore is the jurisdiction of the state or national forums jurisdiction as the case may be. The numbers are suggesting that jurisdiction to punish anti-consumer right activity is grossly limited. It is not suggested that fine should be imposed or increased randomly or create any injustice towards the accused party. Rather recommended that fines should be increased at a realistic scale and should be at the disposal of the system to fine accused according to the gravity of the offence. 
3.National Consumers Right Protection Council has the privilege to advise or recommend government under the Act to undertake policies for ensuring consumer rights. Government has also reserved power under the Act to create rules for consumer protection. Director General should advise government to establish a special standard for every local or imported product to assure consumers that every product passed by the government standards not just only legal but also cross cheeked by the council under the Act. A special symbol or tag may add to every product verified for consumer rights assurance. It is not suggested that government should change the whole system rather adding an extra layer of security to ensure consumer rights. By these products credibility can be increased and due to the poor state of consumer awareness it is high time for the government to take such bold step. 
4.World is rapidly transforming due to technological advancement and commerce around the globe is transforming too. Thus, now a day’s goods and services are not only just being offered at the stores or service centers rather offering them through online is becoming a very popular choice. Almost every legal product and service can be found through online and thus consumers of all ages are involving in online transactions. Consumer protection law of Bangladesh is very reluctant about consumer rights in online transaction. As more and more consumers are involving in these online transactions no wonder there are claims of misconducts against online product and service providers. All though there are no special directions given in The Consumers Right Protection Act, 2009 to address claims by the consumers against anti-consumer acts committed in online transactions. From legal point of view committing a crime described under the Act through online does not exclude a person from liability. As mentioned earlier online business are hard to tress physically and unlike stores or service centers online business can easily close up shop and reboot the same business without grabbing much attention. 
Thus, it is the demand of the hour that Bangladesh government formulates polices to create extra layer of protection for the consumers involving in online transactions. The Preamble of The Consumers Right Protection Act, 2009 describes that this Act is enacted to protect the rights of the consumers and prevent anti-consumer right practices. Under section 80 of the Act government of Bangladesh can make rules by Gazette notification for the purpose of this Act which is mentioned earlier. It is my strong believe and recommendation that government should create a registry for every online goods and service provider. Thus, by doing so government can project authority over online business and committing anti-consumer activities through online and getting away with it will not be so easy as it now. Government can easily summon a registered business under the system provided by the Act to answer the claims against it. Consumers can rely upon those registered product and service provider as they can count on the fact that if their rights are violated the legal system can provide them a quick and effective remedy. 

5. Section 2 (19) (a) of The Consumer Protection Act, 2009 describes the meaning of consumer under the Act and specifically excludes persons who resale products or buys product for commercial purposes. Section 17 of the Act describes the definition of person which includes person, company, society, partnership firm, statutory or other organization and also includes representatives. Thus, by definition for commercial purposes if any person as mentioned in the Act buys any goods except as described in section 2 (19) (c) who buys any goods and uses it commercially for the purpose of earning his livelihood by means of self-employment are exempted and cannot file a claim as consumer. By definition that leaves a great number of persons out of the legal protection. It can be argued that legislatures intended to provide protection for the individual consumer who actually consumes the product rather resealing it or use them for commercial purposes. Which is true but world economic dynamics are changing rapidly and leaving out whole sellers or resellers or buyers with intention to use the product for commercial purposes does not fulfill the actual intention of the legislation. This is as described in the preamble of the Act prevention of anti-consumer right practices and for matters connected therewith. A person may be buying a product for resealing it or for commercial purposes that does not mean anti-consumer right practices does not occur against him and to make the situation worse there are no scope in the law for that person to seek remedy. Thus, by addressing this situation our neighboring country India amended their consumer protection law in 2002 and under Consumer Protection (Amendment) Act, 2002 Section 2(1)(d)(ii) includes persons receiving services intended for commercial purposes within the domain of the definition of consumer.(Consumer Protection (Amendment) Act, 2002: 2(1)(d)(ii)).
In the case of Birla v Neutral Glass and Allied Industries Ltd, bought before the Supreme Court of India facts were, appellant sent a proposal of a software for the respondent and respondent agreed upon that proposal. Both parties entered into the contract after dispute arose among the parties a suit was brought before the State Consumer Dispute Redressed Commission by the Appellant on 26.6.2003. The State Commission proceeds with the assumption that the complaint was filed on 1.8.2000 which is prior to the amendment thus held that, goods purchased were being used for a commercial purpose and therefore complainant not a consumer. After clarification of the date issue, it was clear to the court that the suit was filed after the amendment thus it was held that, the appeal was allowed and the order of the National Commission was set aside.
By including persons who resale products or buys product for commercial purposes it seems widening up the scopes of filing consumer dispute cases and shifting focus from individual consumers to larger consumer groups. This kind of changes is essential to keep up with the modern economy, ecommerce and economic activities. The end goal of the Act is to ensure total consumer protection and add a extra protective atmosphere for the consumers. Leavening out a huge economically active group because of resealing or commercial consumption but with basic consumer feature does not seem to fulfill the end goal of total consumer protection. Thus, it is strongly recommended that government should include persons who resale products or buys product for commercial purposes as consumers by including them in the definition of consumer and allow them to seek remedy under the law against anti-consumer right activities.

7.1 Action Plan for Implementation of recommendation (s)
Many important findings have been discovered in the research process.  Based on this the Directorate of Consumer Rights Protection can take some action later.  It is also important to look at the suggestions received from the consumers.  Below are the timeframes required for those conformations along with presenting some future action plans.
	SL. No.
	Action Required
	People /Organization Involved
	Time-line
	Resources required

	1.
	Organizing seminars in every district called "The Process and Action".  This event will be held by each divisional office Distribution of pamphlets and documents should be ensured during the organization of seminars in each district.
	University or College level Social or cultural organization. 
	December 2023
	Program Logistic (Banner, Festoon, & Poster) & Good Speaker. 

	2.
	Media houses should regularly publish the activities of the department as well as disseminate a clear idea about how complaints can be made.
	Bangladeshi media houses and Bangladesh based international media houses.
	Weekly (this process needs to be ongoing all the time)
	Office record and press release

	3.
	Forming a 5-member board.  Subsequently, the complaint filing process may be modified as necessary on the recommendation of this board.  Or, the Board will make recommendations on how the complaint process can be made more accessible to all.
	DNCR own employee and young scholar.
	December, 2022
	Recruit some staff 

	4.
	Consumer Protection Department needs to replace its own call center.  As a result, the type of decision we make about this type of hotline depends on many factors.  The Directorate should cross-check whether access to those elements is available or not and prepare a report as to whether the development is possible.
	Its department & workforce of call center.
	January 2023
	Recruit some staff


Conclusion
Protection of consumers’ rights is a significant issue over the world. This is a parameter of considering a nation’s development and estimates the standard of living. The Government of Bangladesh has enacted the Consumer Rights Protection Act, 2009 and empowered an implementing body, the Directorate of National Consumer Rights Protection (DNCRP), to protect the rights of the consumers. This is a pragmatic approach of the Government to ensure consumers’ rights that ultimately ensures right to life. 
But for proper implementation of this Act, the Government should strengthen this department from capital city to union level so that all consumers irrespective of location could get benefit by this law. The directorate needs to perform their regular work effectively emphasizing the awareness building program. However, the Directorate of National Consumers’ Right Protection will only succeed when citizens become aware of their rights. Therefore, from the detailed analysis of the paper, it is evident that effective implementation of Consumer rights protection depends on consumers’ awareness and the effective activities of the directorates from city to village. As of now, all that require for the protection of the consumers’ rights are strengthening of DNCRP, empowering consumer movement, and the political responsibility from government to guarantee consumer protection through practicing the customer protection laws of Bangladesh.
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PROTECTION THROUGH
  PREVENTION 


REMEDY OR REDRESS


AWARENESS BUILDING



CONSUMER RIGHTS PROTECTION


AWARENSS OF CONSUMERS


ACTIVITIES OF  GOVERNMENT ORGANIZATIONS
(DNCRP)


ROLE OF CAB, NGOS AND OTHERS


BEHAVIOUR OF BUSINESSES


Market Monitoring Activties of DNCRP (2009-2021)

Number of Monitorig	2009-2010	2010-2011	2011-2012	2012-2013	2013-2014	2014-2015	2015-2016	2016-2017	2017-2018	2018-2019	2019-2020	2020-2021	7	174	371	540	721	841	1394	3437	4077	7343	12351	11953	Number of Institutions Fined	2009-2010	2010-2011	2011-2012	2012-2013	2013-2014	2014-2015	2015-2016	2016-2017	2017-2018	2018-2019	2019-2020	2020-2021	54	1512	2655	2895	2844	3024	4865	9306	11718	19234	22244	22996	



Amount of Money given to Consumers (2009-2021)

Amount of Money (Taka) as 25%	2009-2010	2010-2011	2011-2012	2012-2013	2013-2014	2014-2015	2015-2016	2016-2017	2017-2018	2018-2019	2019-2020	2020-2021	0	0	52500	108750	51500	188500	293875	1551677	3940500	2438825	2126725	1168275	



Scenerio of Redress Activity (2010-2021)

Complaint Received	
2010 - 2013	2014 - 2015	2015 - 2016	2016 - 2017	2017 - 2018	2018 - 2019	2019 - 2020	2020 -2021	179	164	662	6140	9019	7515	9195	14910	Complaint Solved	
2010 - 2013	2014 - 2015	2015 - 2016	2016 - 2017	2017 - 2018	2018 - 2019	2019 - 2020	2020 -2021	179	164	662	6140	9019	7515	9195	14910	



Do you know about National Directorate of Consumer Rights Protection?

Do you know about National Directorate of Consumer Rights Protection?	
YES	NO	NOT MUCH	0.97099999999999997	2.1000000000000001E-2	8.0000000000000002E-3	

Has any positive change been achieved by the Directorate of Consumer Protection?

Has any positive change been achieved by the Directorate of Consumer Protection?	
Yes	Of Course 	No	No Complain had been placed 	0.61799999999999999	0.183	3.1E-2	0.16600000000000001	


Do you know the process of complain?	
Yes	No	Little bit	0.49199999999999999	0.157	0.35099999999999998	

Have you ever complained to the Directorate of Consumer Protection? 

Have you ever complained to the Directorate of Consumer Protection? 	
Yes	No	Other	0.252	0.73099999999999998	1.7000000000000001E-2	

If yes, are you satisfied? 

If yes, are you satisfied? 	
Yes	No	No Complain has been placed	0.22	0.22	0.56000000000000005	

Is there anyone you know who get solution after complaining to Directorate of Consumer Protection?

Is there anyone you know who get solution after complaining to Directorate of Consumer Protection?	Yes	No 	Do not Know	Other	0.63200000000000001	0.19400000000000001	0.1	7.3999999999999996E-2	
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