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Abstract
This paper looks into the perception of advocates/ legal experts towards consumer dispute redressal procedure effectiveness
under Consumer Protection Act. It also examines the underlying opportuinities and threats affecting the functioning of
Consumer forum. Consumer Protection Act has not made the compulsion of engaging advocates in consumer forum. Yet, they
are the important functionaries in consumer grievances redressal mechanism. Descriptive research design was adopted for the
study. The sampling unit was advocates/ legal experts who plead at Consumer Disputes Redressal Agencies. Convenience cum
purposive sampling was adopted for selecting respondents. The sample size was 50 respondents. A questionnaire was prepared
for primary data collection. Various statistical tools and techniques viz. average, ratio, standard deviation, percentage, one
sample t-test, Chi Square Goodness of Fit Test, Multi Dimensional Scaling (MDS) and Factor analysis using Principal
Component Analysis used to analyze the data. Consumer cases were randomly dealt by the existing advocates. It was concluded
by advocates' opinion that consumer forums were sufficiently effective in providing justice to consumers. Advocates viewed
that consumer forums are easily accessible, provides hassle- free disputes redressal. It was explored that effectiveness of dispute
redressal procedure at consumer forums was largely influenced by five factors viz. 'Fair Judgments', 'Consumer Friendliness',
'Ease of Disputes Redressal', 'Relevancy' and 'Forum Reliability'. Traditional & innovative opportunities and dissonance &
system insufficiency threats to consumer forums were worked out. Advocates stressed upon online registration of complaints
and strong consumer movement as highly ranked innovative opportunity and traditional opportunity respectively. They
described inactive consumer organizations and lack of awareness among consumers as highly ranked dissonance and system
insufficiency threats respectively.
Keywords: Consumer Disputes Redressal Agencies, Advocates/ Legal Experts, Effectiveness of Consumer Forum,
Opportunities, Threats.
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suggestion about consumer grievances redressal
procedure can be better explained by the legal
experts who are active in the area of consumer
protection.

INTRODUCTION

C

onsumer Protection Act, 1986 (CPA) was meant
to ensure that the consumers themselves argue
their cases in a friendly atmosphere but the
experience was different. With the opposite parties,
manufacturers and service providers, hiring
advocates, consumers are forced to follow suit.
Frequent adjournments and long arguments in
consumer cases are there with the presence of
advocates. Advocacy is done to bring the social
issues
of
marginalized,
disadvantaged
or
unorganized sections of society to the person in
authority to address issues. Advocates being the
important participants of the Consumer Grievances
Redressal Mechanism help in ensuring justice to the
innocent. Consumer forums are not that effective as
they ought to be. It may be due to several reasons.
Effectiveness of consumer forums is very important
to safeguard the interests of consumers. Consumer
forums are meant to provide simple, speedy and
inexpensive redressal. CPA provides the facility of
defending the complaint directly by self or through
advocates. The mechanism under CPA is free from
procedural bindings of the court. Under Sec 13 (3A)
of the CPA and the Consumer Protection
(Amendment) Act, 2002, the authorities need to
decide the complaint of consumers within 3 months
or within 5 months (in case of analysis of
sample).The Forums are not supposed to grant
adjournment unless sufficient cause is shown and
the reasons for grant of adjournment have to be
recorded in writing by the forum. There are several
opportunities and threats exist before the consumer
forums in today’s scenario. Opportunities and
Threats analysis is a conduct to analyze external
environment of any business and non- business
organization. Computerization with CONFONET,
availability of funds, strong consumer movement,
consumers’ non-awareness, community radio
stations, online registration of complaints, inactive
consumer
organizations,
fake
complaints,
disobedience with the final orders of consumer
forum etc are some of the opportunities and threats
before the forums. The basic problems and

REVIEW OF RELATED LITERATURE
The study needs to understand the gap in research
hence the following significant work done on the
various aspects of consumer protection concering
advocates has been reviewed here.
Jain (1999) studied the appraisal of district consumer
disputes redressal forums in Haryana. He carried
out a survey on functioning of 5 district forums of
Haryana taking the data of 1993-1997. He suggested
that frequent adjournment must be discouraged to
achieve the purpose of justice. On adjournment
issue, the policy should be not to grant adjournment
for more than one time unless justified. He further
suggested establishing consumer forums at sub
division level by amending CPA for speedy disposal
of cases & justice at the doorstep. For depoliticization of consumer forums, he advocated to
include one member from registered consumer
organizations in operation for more than 10 years.
Besides above, many suggestions regarding staffing,
infrastructure,
library,
consumer
awareness
campaign, research etc. are also included in his
study.
Ali (2010) dealt with the functioning of Consumer
Dispute Redressal Agencies in the two districts of
Goa namely North Goa and South Goa. He found
that redressal agencies take approximately more
than one year in disposing the complaints.
Sometimes the complaint is pending for five to six
years before these redressal agencies. The study
cleared that there are three reasons for delay i.e.
frequent adjournment, non appearance of opposite
party and workload. Consumers and VCOs
expressed that the procedure followed by the
consumer forums is simple as compared to that of
the ordinary courts. VCOs in Goa was satisfied with
the procedure at forums but reported that justice is
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always delayed. Adjournments were primarily
responsible for delay in justice.

aggrieved consumers with the factors of
effectiveness of consumer forums was calculated and
falls in the range of moderate agreement. It was
observed that there was a huge difference in the
views of different categories of respondents
regarding the effectiveness of consumer forums. It
was been inferred that difference between actual and
expected effectiveness was insignificant. At the end,
it was concluded that efficiency of the consumer
forums was moderate, that is why these forums were
not as effective as they supposed to be and needed to
be improved for providing speedy and less
expensive justice.

Krishna and Suganya (2011) compared the
performance of consumer courts (State Commission
and 30 District Forums) in Tamilnadu with the
consumer courts (State Commission and 14 District
Forums) in Kerala from November 2009 to
September 2010. The study revealed that consumer
courts in Kerala were functioning more effectively
than in Tamil Nadu. Apart from statistics, there were
other factors, which influenced the effectiveness of
consumer courts such as consumers’ awareness
level, their attitude and behavior, funds availability,
support of state government concerned etc.
Consumer courts termed like double edged swords
with government and consumers on either side.
Neither the government, nor the consumers can be
individually blamed for any cause and benefit.

Misra, Chadah and Pathania (2013) sought to assess
the impact and effectiveness of CPA. The study
covered 5 states, 10 districts, and 50 villages. For 41.9
percent respondents, the source of information about
the CPA was family and friends. Media as a source
was indicated by 71.5 percent, lawyers by 13.2
percent. For 29 percent respondents, VCOs were the
source of information about the CP Act. There was a
broad consensus among the various stakeholders
that the delay in disposal of cases was largely due to
the involvement and appearance of lawyers in all
cases. Because of this the proceedings have become
too technical, cumbersome, and expensive as slowly
the procedures of the civil court have crept in the
proceedings of the district forums. It also revealed
that 61.4 percent of the respondents would again file
a complaint if the need be. Majority of the
respondents
believed
that
the
Forums/
Commissions decide the cases only on merit.

Kumar (2011) carried an empirical study on
complainants to consumer forum in the Haryana.
The study concluded that the 75% complainants
lodged their complaints by engaging advocates.
Complainants considered the complex and technical
procedure as the most important factor for the slow
disposal of cases in district forums and a very high
percentage of respondents were in the grips of
advocates regarding lodging of complaint in district
forum. It was clear from the analysis that in the
opinion of complainants that the accommodation of
the district forum was sufficient for their efficient
working. It was found that one third of the
complainants would not like to file their complaints
in the district forums, in case they are exploited in
future. It was exhibited from the research that the
procedure of filing the complaints in the forums was
too technical, expensive and complex.

Siddamma (2013) focused on the redressal
mechanism established under CPA and problems
faced by the governments in establishing this
mechanism in the Bellary district of Karnataka. The
research concluded that majority of the complainants
and advocates were satisfied with the functioning of
the forums and the forums were working efficiently
in protecting the interests of the consumers. These
forums were suitable and relevant in today’s
economic environment. These forums provided
hassle free redressal of consumers’ grievances. The

Singh (2012) studied the effectiveness of consumer
forum and its Impact on corporate and consumers in
U.P. region. He found that a huge backlog of
pending cases was great cause of concern for both
the Forums and pending cases seemed to have
increasing every year. Collective agreement of
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justice was reported to be always delayed at these
forums.

to deal with of unfair trade practices, the author
presented the challenges being faced in India in
relation to such practices. The author emphasized on
the need for amendment in the current institutional
set-up of the country. Consumer Protection Act, 1986
can be successful if lacunae in the act are removed. It
needs effective implementation by the central and
state government.

Sinha, Gupta & Mittal (2015a) analyzed the attitude
and perception of opposite parties towards
consumer grievances redressal under Consumer
Protection Act in Haryana. It was found that services
of advocates were availed by most of the defendants.
Defendants favoured the appointment of advocates
at consumer forums. They justified it as advocates
can represent the cases in more efficient and effective
manner. Further the procedure complexities and
technicalities at consumer forums can be better
handled by advocates. Defendants were found
satisfied with the procedure adopted for settling
complaints at consumer forums.

It is evident from above literature that no
comprehensive study was undertaken in recent past
on the opinion of advocates/ legal experts with
respect to consumer grievances redressal mechanism
in Haryana.
OBJECTIVES
•

Sinha, Gupta & Mittal (2015b) revealed that even
consumers hired the advocates to file cases at
consumer forums but they did not desire to engage
advocates. It was observed that consumers opposed
the engagement of advocates because they demand
heavy fees and unnecessarily delay the proceedings
of consumer forums by taking adjournments. Some
consumers defended the appointment of advocates
because they felt that advocates can defend the case
effectively more importantly, because the opposite
party always engages the advocates. The logic
seemed to be justified as a normal consumer is not
that capable to argue against the seasoned lawyers.

•

To assess the perception of advocates/ legal
experts towards consumer dispute redressal
procedure effectiveness under Consumer
Protection Act in Haryana.
To analyze the underlying opportuinities and
threats affecting the functioning of Consumer
Disputes Redressal Agencies.

RESEARCH METHODOLOGY
Considering to above objectives, descriptive research
design was adopted for the study. The unit of
sample for these objectives was advocates/ legal
experts who plead at Consumer Disputes Redressal
Agencies. Consumer Protection Act has not made
the compulsion of engaging advocates in consumer
forum. Yet, they are the important functionaries in
consumer grievances redressal mechanism. A
questionnaire was prepared on the basis of study of
Singh (2012). The modifications were made in
questionnaire form the study of Jain (1999). Ten
advocates each from the ten randomly selected
districts of Haryana were taken and total 100
questionnaires were mailed. The districts chosen
were Bhiwani, Gurgaon, Hissar, Jhajjar, Karnal,
Mahendergarh, Panipat, Rewari, Rohtak and
Sonipat. Only 8 responses were received through
mailed questionnaires. Then, 42 advocates of

Datt, Bhisham (2017) made a study on the base of
secondary data to review the effectiveness of
Consumer Protection Act, 1986. The author insisted
on to make some new provisions to improve the
effectiveness of Act. The number of dispute
settlement bodies also should be increased. There
should be more transparent method to file complaint
and proceeding of judgment. The most important
conclusion is lack of timely justice. Timely relief is
the key of justice.
Sandhu, Amandeep Kaur (2017) studied the cases of
unfair trade practices. After analyzing the Indian
and global the social, economic and legal framework

81

Effulgence, Vol. 16, No. 2, July - December, 2018

ISSN (O) : 2456-6675, ISSN (P) : 0972-8058

Bhiwani (18), Panipat (14) and Rohtak (10) were
personally contacted. Considering the opinion of the
experts in related field and reference of pevious
studies, a sample size of 50 advocates/ legal experts
was decided to be optimum for this study.
Convenience cum purposive sampling was adopted
for selecting respondents. Ten advocates each from
the ten randomly selected districts of Haryana were
taken and total 100 questionnaires were mailed. The
districts chosen were Bhiwani, Gurgaon, Hissar,
Jhajjar, Karnal, Mahendergarh, Panipat, Rewari,
Rohtak and Sonipat. Only 8 responses were received
through mailed questionnaires. Then, 42 advocates
of Bhiwani (18), Panipat (14) and Rohtak (10) were
personally contacted. The data were coded,
tabulated and analyzed by using various statistical
tools and techniques viz. average, ratio, standard
deviation, percentage, one sample t-test, Chi Square
Goodness of Fit Test, Multi Dimensional Scaling
(MDS) and Factor analysis using Principal
Component Analysis.

than ten years of experience and 52 percent
advocates were having more than ten years of
experience. The basic reason for choosing these
categories was to randomize the findings with
experienced advocates and young advocates. Most
of the male advocates were found to be active in
taking up the cases of consumer forums. 88 percent
of the current sample was found to be male
advocates while only 12 percent female advocates
recorded their opinion.
Data collection was targeted for the advocates who
have taken up the cases of consumer exploitation
and pleaded at consumer forums. Few advocates/
legal experts who were having expertise in consumer
matters have also been consulted to get better
responses. 94 percent respondents were found to be
taking up the cases of consumer exploitation. On the
basis of purposive sampling, 6 percent respondents
were also the experts of consumer related matters
but did not directly deals with the consumer
exploitation cases at consumer forums.

DATA ANALYSIS AND INTERPRETATION
Profile of the Respondents

Agreeableness with Dispute Redressal Procedure
Effectiveness Related Factors of Consumer Forums

The profile of the total sample of 50 respondents was
analyzed in terms of work experience and gender.
Advocates were categorised on the basis of their
experiences in their profession. One category was of
advocates who were having less than ten years of
experience and another having more than ten years
experience. 48 percent advocates were having less

Fourteen factors were selected for analyzing the
underlying dimensions of dispute redressal
procedure given under section 12 and 13 of CPA.
The responses were recorded on the Likert’s five
point scale running from ‘Strongly Agree’ to ‘Agree’,
‘Neither Agree nor Disagree’, ‘Disagree’ and
‘Strongly Disagree’ and presented in the Table 1.

Table 1 : Agreeableness of Advocates with dispute redressal procedure effectiveness related factors of
Consumer Forum
(1- Strongly Agree) (2- Agree) (3- Neither Agree nor Disagree) (4. Disagree) (5- Strongly Disagree)

S. No.
1

2

Statement
Consumer Forum provides
time bound
&
speedy
redressal.
Consumer Forum provides
inexpensive redressal. (Only
Nominal Fees)

1

2

1
(2)

2
(4)

17 31
(34) (62)

82

3

4

5

Total WMS %WMS

Agreeableness

2
12 33 50
1.52
(4) (24) (66) (100)

13

S.D.

2
(4)

83

S.A.

---

---

50
(100)

4.3
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3
4
5
6
7
8
9
10
11
12
13
14

Consumer Forum provides 1
hassle- free disputes redressal. (2)
Dispute
redressal
under
23
Consumer
Forum
is
(46)
compensatory in nature.
Consumer Forum is easily 6
accessible to all.
(12)
Dispute Redressal Procedure
8
in Consumer Forum is fully
(16)
transparent.
Processing of complaints is
--technically very efficient.
Consumer Forum acts very
1
strongly against frivolous and
(2)
vexatious complaints.
Proceedings under Consumer 6
Forum are regular.
(12)
Consumer Forum provides 1
consensus judgment.
(2)
Consumer Forum maintains 1
(2)
full accuracy in judgments.
Consumer Forum provides 1
fully impartial judgments.
(2)
Execution of final orders is 6
very strong.
(12)
This Agency is relevant
26
considering today’s business
(52)
environment.
Collective Agreement (%) 14.0
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25
7
15 2
50
3.56
(50) (14) (30) (4) (100)

64

A.

27
(54)

50
4.46
(100)

87

S.A.

24 15
5
50
--3.74
(48) (30) (10)
(100)

69

A.

50
24 14
4
--3.72
(100)
(48) (28) (8)

68

A.

32
9
9
50
--3.46
(64) (18) (18)
(100)

62

A.

6
8
17 18 50
(12) (16) (34) (36) (100)

2.1

28

D.

3.78

70

A.

3.66

67

A.

3.54

64

A.

3.52

63

A.

3.68

67

A.

50
4.48
(100)

87

S.A.

63.42

A.

---

---

---

1
8
50
35
--(100)
(70) (2) (16)
34 13
1
1
50
(68) (26) (2) (2) (100)
31 13
4
1
50
(62) (26) (8) (2) (100)
29 16
3
1
50
(58) (32) (6) (2) (100)
32
4
6
2
50
(64) (8) (12) (4) (100)
22
(44)

2
(4)

---

---

50.57 15.14 12.0 8.29

3.54

Source: Primary Data; Figures in parentheses indicates percentage; S. D.= Standard deviation
WMS= Weighted Mean Scores
After working out weighted mean scores (WMS) for
each statement, each weighted mean score was
converted into weighted mean score percentage
value, so as to obtain an easily comprehensible
picture of the agreement level for the contents of that
particular statement among the advocates. Each
weighted mean score was converted into weighted
mean percentage score through following
computation;

For interpreting WMS percentage values, a rating
scale was used, according to which WMS percentage
value:• The %WMS score up to 20% was considered as
strongly disagreed (S.D.) meaning thereby
‘consumer forum is ineffective’.
• The %WMS score from 20.25% to 40% was
considered as disagree (D.) meaning thereby
‘consumer forum is less effective’.
• The %WMS score from 40.25% to 60% was
considered as neither agree nor disagree
(N.A.D.) meaning thereby ‘consumer forum is
moderately effective’.

Weighted Mean Score – Lowest Point of the Score Range
X 100

WMS (%) =
Highest – Lowest Point of the Score Range
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The %WMS score from 60.25% to 80% was
considered as agree (A.) meaning thereby
‘consumer forum is sufficiently effective’.
The %WMS score above 80% was considered as
strongly agree (S.A.) assuming that ‘consumer
forum is highly effective’.

statements i.e. they have opined the procedure at
forums as ineffective. Collective mean score (2.5),
collective weighted mean score (3.54), collective
percentage of weighted mean score (63.42%) of all
statements also describes that dispute redressal
procedure of consumer forums is not strongly
effective but it is sufficiently effective.

Table 1 shows the collective agreement/
disagreement with the factors at different scales in
last row. It reflects that only 14.0% advocates have
expressed strong agreement with all the factors of
effectiveness. Accordingly, dispute redressal
procedure at Consumer Forums is very efficient and
effective. A significant number of advocates (50.57%)
expressed merely agreement with said statements
concluding thereby that consumer forums are
sufficiently effective. A substantial number (15.14%)
of them revealed neither agreement nor
disagreement concluding thereby that consumer
forums are indifferent or moderately effective. 12.0%
advocates went with just disagreement with the
stated factors. It can be described as consumer
forums are less effective. Rests of them (8.29%)
expressed strong disagreement with these fourteen

The respondents were strongly disagreed on one
factor and rated forums as ‘ineffective’ on basis of
that factor namely, (1) Consumer Forum provides
time bound & speedy redressal. They were
disagreed on one factor and rated forums as ‘less
effective’ i.e. (8) Consumer Forum acts very strongly
against frivolous and vexatious complaints.
The respondents were agreed upon nine factors
about consumer forums (see Table 1), accordingly
rated forums as ‘sufficiently effective’ on basis of
that factors. The respondents were strongly agreed
about three factors of consumer forums (see Table 1)
and termed theses forums as highly effective on the
basis of these factors.

Table 2 : Descriptive statistics of dispute redressal procedure effectiveness related factors of Consumer
Forum

One-Sample Test (95%
Confidence level)

Descriptive Statistics
S. No.

Statement

Mean S.D. (Ã) t- value Sig. (2-tailed)

1

Consumer Forum provides time bound & speedy
4.48
redressal.

.909

11.514

.000

8

Consumer Forum acts very strongly against frivolous
3.90
and vexatious complaints.

1.093

5.824

.000

3

Consumer Forum provides hassle- free disputes
2.84
redressal.

1.017

-1.112

.272

7

Processing of complaints is technically very efficient.

2.54

.788

-4.128

.000

12

Consumer Forum provides fully impartial judgments.

2.48

.735

-5.002

.000

11

Consumer Forum maintains full accuracy in judgments. 2.46

.762

-5.014

.000

5

Consumer Forum is easily accessible to all.

2.38

.830

-5.280

.000

10

Consumer Forum provides consensus judgment.

2.34

.658

-7.092

.000

13

Execution of final orders is very strong.

2.32

.978

-4.916

.000
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6

Dispute Redressal Procedure in Consumer Forum is
2.28
fully transparent.

.834

-6.105

.000

9

Proceedings under Consumer Forum are regular.

2.22

.864

-6.383

.000

2

Consumer Forum provides inexpensive redressal.
1.70
(Only Nominal Fees)

.544

-16.898

.000

4

Dispute redressal under
compensatory in nature.

1.54

.503

-20.506

.000

14

This Agency is relevant considering today’s business
1.52
environment.

.580

-18.045

.000

Consumer

Forum

is

Source: Researcher’s Compilation; S. D.= Standard deviation; Mean score < 3 indicates Agreement
towards that statement
Table 2 presents the mean values of various
statements asked to get the opinion regarding
dispute redressal procedure effectiveness of
consumer forums.

strongly disagreed by the advocates.
To analyse the statistical significance of the
statements, one sample t-test was applied. To decide
whether the statement is statistically significant, the
decision rule is t ≥ 1.960 or t ≤ -1.960 at 5% level of
significance. From the Table 2, it was found that only
one statement having t-value -1.112 is not
statistically significant and rest 13 statements are
statistically significant. The mean value of this
statement indicates that the advocates have
indifferent opinion regarding this statement.

The top 4 statements in Table 2 having mean value
more than 2.5 are not agreed upon by advocates
while other statements having mean score less than
2.5 indicate that these were agreed or strongly
agreed by advocates. ‘This Agency is relevant
considering today’s business environment’ is most
strongly agreed factor while Consumer Forum
provides time bound & speedy redressal is most

Table 3 : Chi square Goodness of Fit statistics

Chi Square Value
Table Value
Calculated Value
22.362
122.029
Chi Square Goodness of fit statistics is intended to
test whether the observed data are inconsistent with
the fitted model. After assigning the weights to all 5
ranks, results shown in the Table 3 are obtained.

df

p-value

13

.000

case the null hypothesis is rejected and it can be
concluded that the observed data were inconsistent
with the estimated values in the fitted model since
the p was significant, since p < 0.05. It can be
concluded that there are statistically significant
differences in above fourteen statements and these
are not equally important for measuring
effectiveness of dispute redressal procedure at
consumer forums. Conclusion may be drawn from
the analysis that fourteenth statement (This Agency
is
relevant
considering
today’s
business
environment) was strongly agreed and most

Ho= All the fourteen statements are consistent for
measuring effectiveness of dispute redressal
procedure at consumer forums.
The tabulated value of chi square at 13 degree of
freedom and at 5% level of significance is 22.362 and
the calculated value of chi square is 122.029. In this
85
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important and first statement (Consumer Forum
provides time bound & speedy redressal) was
considered least important and strongly disagreed
(see Table 2).

and may be interpreted as the reliability of the
indicator. PCA works on the initial assumption that
all variance is common; therefore, before extraction,
all the initial communalities are 1. The extracted
communalities reflect the common variance or
shared variance. If the communality for a variable is
less than 50% than that variable needs to be excluded
from the analysis because the factor solution less
than half of the variance in the original variable, and
the explanatory power of that variable might be
better represented by the individual variable. In
current analysis, communalities for all variables
were above 0.50, so none of the variables needed to
be excluded on the basis of low communalities (see
Table 4).

Integration of Different Statements of dispute
Redressal Procedure Effectiveness into Specific
Dimensions (Factor Analysis)
In order to identify the latent dimensions of dispute
redressal
procedure
effectiveness,
Principal
component analysis (PCA) has been carried out
among 14 statements included as above. PCA is a
multivariate technique for transforming a set of
related (correlated) variables into a set of unrelated
(uncorrelated) variables that account for decreasing
proportions of the variation of the original
observations. As prerequisites, Kaiser–Meyer–Olkin
(KMO) and Bartlett's Test of Sphericity have been
employed. KMO measure verified the sampling
adequacy for the analysis and Bartlett’s test of
Sphericity checked the intercorrelation among the
statements. The value of KMO Measure of Sampling
Adequacy came out to be .668 (‘mediocre’ according
to Field, 2009) which is greater than 0.5 revealing
that the factor analysis applied to the scale is
appropriate (Malhotra, 2006). The value of Bartlett’s
test of Sphericity χ² (91) = 286.81, p < .001 (Field,
2009), indicates that intercorrelation between scale
variables is sufficiently large for PCA.

One of the most commonly used criteria for
determining the number of factors or components to
include is the latent root criterion also known as the
Eigen value one criterion or the Kaiser criterion.
With this approach, one can retain and interpret any
component that has an Eigen value greater than 1.0.
The latent root criterion was shown to produce the
correct number of components when the number of
variables included in the analysis is small (10 to 15)
(Stevens, 1996; page 366). Alternatively, on the basis
of proportion of variance accounted for, one can
retain enough components to explain some
cumulative total percent of variance, usually 70% to
80%. In this study, five components were identified
which supports the above criteria. Nearly 74% of the
variance is explained by the five extracted
components. And initial and final Eigen values for
these five components were found to be more than 1
(see Table 4). All other components had the Eigen
values less than 1.

To measure the effectiveness and reliability of scale,
Cronbach’s Alpha coefficient was used. The value of
Cronbach’s Alpha was found to be .785 which is well
above the recommended level of .70 (Nunnaly, 1978;
Gerrard, et al., 2006; Kenova & Jonasson, 2006),
indicating high reliability of the generated scale.
Then, PCA was conducted on the 14 statements with
Varimax Rotation method.

Table 4 shows the factor loadings after rotation. The
principal component analysis resulted in a fivefactor extraction which indicates five underlying
dimensions/ factors of consumer forums which can
be generalized as mentioned in Table 4.

The value of communalities before and after
extraction was checked under PCA method. The
communality is the proportion of common variance
within a variable. It measures the percent of variance
in a given variable explained by all the factors jointly
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Table 4 : Rotated component matrixa
Factor
Names

S. No.
12

Fair
Judgments

11
10
13
8

Consumer
Friendliness

1
5
7

Ease of
Disputes
Redressal

4

3

14
Relevancy
2

9
Forum
Reliability
6

Statements

Factor
Loading

Communa
lities

0.90

.836

0.82

.848

Consumer Forum provides
fully impartial judgments.
Consumer Forum maintains
full accuracy in judgments.
Consumer Forum provides
consensus judgment.
Execution of final orders is
very strong.
Consumer Forum acts very
strongly against frivolous
and vexatious complaints.
Consumer Forum provides
time bound & speedy
redressal.
Consumer Forum is easily
accessible to all.
Processing of complaints is
technically very efficient.
Dispute redressal under
Consumer Forum is
compensatory in nature.
Consumer Forum provides
hassle- free disputes
redressal.
This Agency is relevant
considering today’s business
environment.
Consumer Forum provides
inexpensive redressal. (Only
Nominal Fees)
Proceedings under
Consumer Forum are
regular.
Dispute Redressal Procedure
in Consumer Forum is fully
transparent.

0.62

.641

0.56

.542

0.79

.654

0.76

.668

0.71

.764

0.87

.803

0.74

.644

0.64

.829

0.82

.809

0.72

.743

0.79

.780

0.62

Factor 1- Fair Judgments: The rotated component
matrix revealed that advocates perceived this factor
to be the most important factor with the highest
explained variance of 18.582%. Four out of fourteen
statements about consumer forums load on
significantly to this factor. Hence it can be concluded
that Fair Judgments at the consumer forums is the
most crucial factor considered by advocates.
Weighted mean score (3.60) and percentage of this
factor (65.0%) indicates that this factor is agreed
upon by advocates and described that consumer
forums are sufficiently effective.

Eigen value*

Variance
Explained

WMS

2.602

18.582

3.60
(65.0%)

2.506

17.900

2.45
(36.25%)

2.173

15.522

3.83
(70.75%)

1.538

10.983

4.39
(84.75%)

1.499

10.710

3.75
(68.75%)

.756

Factor 2- Consumer Friendliness: It revealed to be
the second most important factor with explained
variance of 17.900%. Three statements were loaded
on to this factor. Weighted mean score (2.45) and
percentage of this factor (36.25%) indicates that this
factor is disagreed upon by advocates and described
that consumer forums are less effective.
Factor 3- Ease of Disputes Redressal: This is the
next important factor, which accounts for 15.522% of
the explained variance. Three statements were
loaded on to this factor. Weighted mean score (3.83)
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and percentage of this factor (70.75%) indicates that
this factor is agreed upon by advocates and
described that consumer forums are sufficiently
effective.

subscales had relatively low reliability
Cronbach’s α = .503 and α = .565 respectively.

Opportunities/ Threats Analysis of Consumer
Forum

Factor 4- Relevancy: This factor accounts for 10.983%
of explained variance. Two statements load on this
factor among fourteen statements. Weighted mean
score (4.39) and percentage of this factor (84.75%)
indicates that this factor is strongly agreed upon by
advocates and described that consumer forums are
highly effective with this factor.

Opportunities and threats are considered to be
positive and negative factors in external
environment. Although Consumer Forum is not a
profit making organization, but there are external
factors which affect the functioning of Consumer
Disputes Redressal Agencies (CDRA) to a great
extent. It is the need of the hour to have this analysis
as the key for longer and effective existence of
CDRAs. Six factors each of opportunities and threats
are drawn based on policy documents, websites and
other published material along with consultation
with some experts of consumer laws. The
respondents ranked these factors as per their
experience with the functioning of CDRAs. First
rank was given highest weight and last rank was
given lowest weight.

Factor 5- Forum Reliability: Two types of statements
load on this factor and together account for 10.710%
of the explained variance. Weighted mean score
(3.75) and percentage of this factor (68.75%) indicates
that this factor is agreed upon by advocates and
described that consumer forums are sufficiently
effective.
Reliability analysis (see Table 4) was used to
measure the consistency of a questionnaire. The Fair
judgments, consumer friendliness and ease of
disputes redressal subscales of the dispute redressal
procedure scale variables had high reliabilities with
Cronbach’s α = .756; α = .707 and α =.701
respectively. However, the relevancy and reliability

Opportunities to Consumer Forum
The rankwise identified opportunities are tabulated
in the Table 5.

Table 5 : Opportunities to Consumer Forum

S. No.
Opportunities
1 Establishment of CONFONET
2 Available of frequent and more grants
Strong consumer movement in the
3
country
4 Community radio stations
5 Online registration of complaints
Establishment of consumer protection
6
councils

with

1 2
3
23 5 2
2 14 12

4
4
13

5
6
1

6 Total WS WMS Rank
10
50 205 4.10
2
8
50 179 3.58
4

10 12 16

7

3

2

50

213 4.26

1

0 0
11 11

5
8

5
2

14 26
16 2

50
50

89 1.78
193 3.86

6
3

4

7

17

10

50

175 3.50

5

10

2

Source: Primary Data; Rank 1: Most Important; Rank 6: Least Important
WS= Weighted Scores; WMS= Weighted Mean Scores
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Rank 4: Available of frequent and more grants:
Availability of frequent and more grants by
Governments were ranked at number four. New
grant was released from time to time by
governments. This grant was provided for
establishing
adequate
infrastructure
and
computerizing consumer forums, to make them
technically efficient and effective. Implementation of
released grants will ensure speedy, inexpensive and
effective redressal to the consumers.

The opportunities stated in Table 5 are explained
below as per rank given by respondents:
Rank 1: Strong consumer movement in the country:
Strong consumer movement through consumer
rights and awareness promotional campaigns was
termed as the biggest opportunity for the Consumer
Forums. The Department of Consumer Affairs has
been taking a number of steps to strengthen
consumer movement in the country involving the
State
Governments,
voluntary
consumer
organizations, consumer activists, etc. Consumers
Awareness measures such as JAGO GRAHAK
JAGO, SYANI RANI, GRAHAK DOST, Talk Show,
Quarterly Magazine ‘UPBHOKTA JAGRAN’, Radio
and video spots, News Paper Advertisements etc.
has become immensely popular and is now being
used by several departments to aware and
communicate with consumers.

Rank 5: Establishment of Consumer Protection
Councils: Consumer protection councils were being
established at the district level under the Act to
support Consumer Forum in protecting aggrieved
consumers from malpractices and negligent behavior
of sellers. Co-ordination between forums and
councils will help in achieving objectives set under
the Act namely, speedy, less expensive and hasslefree justice. This opportunity was ranked at number
five. In Haryana, not much consumer protection
councils were formed till now at district level.

Rank
2:
Establishment
of
CONFONET:
Establishment of CONFONET was ranked second
best
opportunity
for
Consumer
Forums.
CONFONET is an abbreviation of Computerization
and Computer Networking of Consumer Forum in
Country. This network is designed to improve
operational efficiency, co-ordination, accessibility
and speed in judicial administration. Furthermore,
CONFONET also aims establishment of information
communication technology infrastructure at
Consumer Redressal Forum all over India. In
addition to this, this network aims at providing egovernance, transparency, systematizing of working
and time bound delivery of justice to the consumers.

Rank 6: Community Radio stations: Community
radio is a radio service offering a third model of
radio broadcasting in addition to commercial and
public broadcasting. A Community Radio serves a
particular community, in accordance with the
locality of the radio station. India's first community
radio based consumer helpline was launched at
Nuh, Mewat, Haryana on January 15, 2014. This
helpline would be managed by Mewat based
community
radio
station
‘Radio
Mewat’.
Community radio was assigned as the least popular
opportunity by advocates.

Rank 3: Online registration of complaints: Online
registration of complaints was described as third
best opportunity. Online registration of complaints
at district level will reduce paper work and storage
of complaint files, which occupy major space of
Consumer Forums and this process will also be
helpful in providing speedy, less-expensive and
simple redressal to aggrieved consumers.

Table 6 presents the mean values of various
opportunities to consumer forums asked to rank
according to their importance by the advocates. The
top four opportunities having mean value more than
3 were described as not so important by respondents
while other two opportunities having mean score
less than 3 indicate that these were important
opportunities. ‘Strong consumer movement in the
country’ is most important opportunity while
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‘Community radio stations’ is least important opportunity described by advocates.
Table 6 : Descriptive statistics of opportunities to Consumer Forum

One-Sample Test (95%
Confidence level)

Descriptive Statistics
S. No.

Opportunities

Mean Std. Deviation t- value Sig. (2-tailed)

4 Community radio stations

5.22

.996

15.765

.000

6 Establishment of consumer protection councils 3.50

1.344

2.631

.011

2 Available of frequent and more grants

3.42

1.444

2.057

.045

5 Online registration of complaints

3.14

1.678

.590

.558

1 Establishment of CONFONET

2.90

2.092

-.338

.737

3 Strong consumer movement in the country

2.74

1.322

-1.391

.171

Source: Researcher’s Compilation; Mean score < 3.0 indicates highly ranked opportunities
To check the statistical significance of the stated
opportunities, one sample t-test was applied. To
decide whether the opportunity is statistically
significant, the decision rule is t ≥ 1.960 or t ≤ -1.960
at 5% level of significance. From the Table 6, it is
found that three opportunities having t-values .590, .338 & -1.391 respectively, are not statistically
significant and rest 3 opportunities are statistically
significant. The mean values (3.14, 2.90 & 2.74) of
these non significant opportunities indicate that the
respondents have indifferent attitude towards these
opportunities.

A two dimensional map was selected as the output
for ease of use. Assessment of reliability and validity
was carried out by examining the Stress value and Rsquare. The stress value was found to be 0.0067
which is acceptable (Stress value less than .025
indicates a perfect fit; Malhotra & Dash, 2011). The
value of R-square was found to be 0.999 which is
again acceptable (R-Square values of 0.60 or better
are considered acceptable; Malhotra & Dash, 2011).
This illustrates that 99.9% of variance in the model is
explained by the two dimensions (very good fit).
Since the Stress and R-square values were
acceptable, the study can be termed as reliable and
valid.

Multidimensional Scaling (MDS) for Opportunities
to Consumer Forum
Multidimensional scaling is a mapping technique by
which researchers can obtain quantitative estimates
of similarity among groups of items. The outcome of
MDS is a ‘map’ that conveys, spatially, the
relationships among items, wherein similar items are
located proximal to one another, and dissimilar
items are located proportionately further apart.
Multi dimensional scaling was used here for finding
out the positioning of various opportunities to
consumer forums taken up for this study. The
statistical output was the Euclidean map; where in
advocates’ perceptions were visually represented.

Fig. 1 is the SPSS output of multidimensional scaling.
Stress Value (Badness of fit): Stress value
obtained=0.0067, Stress value needed= 0 to <0.025 is
perfect (Malhotra & Dash, 2011).
Squared Correlation Coefficient (Goodness of Fit):
R square obtained= 0.999, R square needed= 0.6 or
more (Malhotra & Dash 2011).
The spatial map in Fig. 1 was analyzed by examining
the relative positions of the opportunities in different
quadrants and the opportunities were categorized as
under:
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Vertical axis at the top is categorized as High
Ranked. High ranked were perceived as
opportunities which was given the more weight by
advocates.

Horizontal axis on the right is labeled as Traditional.
Usually, these opportunities were found to be
popular and contemporary. These opportunities
were practiced for long time.

Vertical axis at the bottom is named as Low Ranked.
It describes the opportunities which were given the
less weight by advocates.

Online registration of complaints was marked as
high ranked innovative opportunity for the
consumer forums while Community radio stations
was low ranked innovative opportunity. Strong
consumer movement in the country was assigned as
high ranked traditional opportunity while
establishment of CONFONET was described as low
ranked traditional opportunity by advocates.
Establishment of consumer protection councils &
available of frequent and more grants could not be
perceived by advocates with any particular
dimension(s). These opportunities with their
positions in middle of map indicate that consumer
forums must regularly check with these
opportunities for consistent performance.

Horizontal axis on the left side is marked as
Innovative. These were perceived as modern
opportunities which were not much prevalent at the
time of data collection.
Multi Dimensional Scaling
Opportunities to Consumer Forums
High Ranked

5

3

6
2
1

Low Ranked

Threats to Consumer Forum
4

Innovative

All the consumer forums are bound to work under
certain macro unfavorable conditions, known as
threats. The rankwise identified threats are tabulated
in the Table 6.

Traditional

Fig. 1: Perceptual mapping of opportunities to Consumer Forum

Table 6 : Threats to Consumer Forum
S. No.

1
2
3
4
5
6

Threats
Reluctance of advocates
Filing of frequent fake complaints
Limited funds
Lack of Awareness among consumers
Consumer Organizations are not active
Disobedience with the final orders of
consumer forum

1 2
8 7
2 4
2 14
27 10
10 12

3 4 5 6 Total WS WMS Rank
2 9 4 20 50 146 2.92
5
13 14 13 4
50 156 3.12
4
12 10 9 3
50 181 3.62
3
4 3 2 4
50 245 4.90
1
13 6 7 2
50 206 4.12
2

1

5

3

8

16 17

50

114

2.28

6

Source: Primary Data; Rank 1: Most Important; Rank 6: Least Important
WS= Weighted Scores; WMS= Weighted Mean Scores
The threats stated in Table 6 are explained below as
per rank given by respondents:

Rank 1: Lack of awareness among consumers: Lack
of awareness among consumers was the most
prominent threat to consumer forums by advocates.
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It revealed from many studies that most of the
general consumers were not aware about Consumer
Dispute Redressal Agencies established under CPA.
Moreover, awareness in rural areas was lesser than
urban areas. Although, Government of India has
launched many awareness campaigns but still these
campaigns are not very successful and need to be
promoted further.

by advocates and to discourage this habit of filing
fake claims, intensity of fine or punishment need to
be increased.
Rank 5: Reluctance of Advocates: Reluctance from
advocate’s side was cited as another threat that
could unnecessarily delay the proceeding of
consumer forums and this threat was ranked at fifth
place. The finding reaffirms the findings of Singh
(2012). Although, Consumer forums never asks the
consumers to hire services of advocates, but due to
advocates hired by opposite party, complainant has
to take services of them because a common man
cannot argue with advocate in technicalities. Once
the case goes to advocates, they keep it delaying as
long as their interests are served. To deal with this
practice, some VCOs should be included to expedite
proceeding for speedy redressal.

Rank 2: Consumer Organizations are not active: It
was ranked as second most important threat by
advocates. VCOs form the backbone of consumer
movement. In Haryana, VCOs are not found to be
very active. Consumers are not aware about these
organizations in their areas and do not take much
help from them for the cases of their exploitation. In
absence of these VCOs, the seller may not take care
of the consumer rights and keep exploiting them.

Rank 6: Disobedience with the final orders of
Consumer Forum: Non-compliance with the final
orders consumer forums was the sixth and last
ranked threat for consumer forums. The finding is in
contrast with the findings of Singh (2012) where this
factor has got the first rank. This habit is prevalent
among big companies who as opponents fail to
comply with the final orders of consumer forums if
the judgment is made against their interests and
deliberately keep delaying order as long as possible.
Consumer Forum were conferred with some judicial
powers, but huge difference seems to have surfaced
between theory and practice. Strong action need to
be taken against defaulting parties for execution of
the final orders in prescribed time limits.

Rank 3: Limited funds: Limited funds were
provided by governments for Consumer disputes
redressal agencies agencies. Due to limited funds,
they have not got permanent judicial staff and
facilities like full time courts. More funds need to be
diverted to these agencies to improve facilities and
provision need to be made to appoint the full time
judicial staff. Advocates ranked this problem at third
place as threat to the functioning of consumer
disputes redressal agencies.
Rank 4: Filing of frequent fake complaints: There
are many instances in which consumers filed fake
complaints at consumer forums by misusing these
consumer rights. Hence, filing of frequent fake
complaints was described as one of the major threat

Table 7 : Descriptive statistics for threats to Consumer Forum

One-Sample Test (95%
Confidence level)

Descriptive Statistics
S. No.

Threats

Mean Std. Deviation t- value Sig. (2-tailed)

6

Disobedience with the final orders of consumer
4.72
forum

1.310

9.285

.000

1

Reluctance of advocates

1.947

3.923

.000

4.08
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2

Filing of frequent fake complaints

3.88

1.239

5.020

.000

3

Limited funds

3.38

1.338

2.008

.050

5

Consumer Organizations are not active

2.88

1.452

-.584

.562

4

Lack of Awareness among consumers

2.10

1.594

-3.992

.000

Source: Researcher’s Compilation; Mean score < 3.0 indicates highly ranked opportunities
Table 7 presents the mean values of various threats
to consumer forums asked to rank according to their
importance by the advocates. The top four threats
having mean value more than 3 were described as
not so important by respondents while other two
threats having mean score less than 3 indicate that
these were important threats. ‘Lack of Awareness
among consumers’ is most vulnerable threat while
‘Disobedience with the final orders of consumer
forum’ is least important threat described by
advocates.

This illustrates that 99.9% of variance in the model is
explained by the two dimensions (very good fit).
Since the Stress and R-square values were
acceptable, the study can be termed as reliable and
valid.
Fig. 2 is the SPSS output of multidimensional scaling.
Stress Value (Badness of fit): Stress value
obtained=0.0122, Stress value needed= 0 to <0.025 is
perfect (Malhotra & Dash, 2011).
Squared Correlation Coefficient (Goodness of Fit):
R square obtained= 0.999, R square needed= 0.6 or
more (Malhotra & Dash 2011).

To check the statistical significance of the stated
threats, one sample t-test was applied. To decide
whether the threats are statistically significant, the
decision rule is t ≥ 1.960 or t ≤ -1.960 at 5% level of
significance. From the Table 7, it is found that only
one threat having t-value -.584 is not statistically
significant and rest five threats are statistically
significant. The mean value (2.88) of this non
significant threat indicates that the respondents have
indifferent attitude towards this threat.

The spatial map in Fig. 2 was analyzed by examining
the relative positions of the threats in different
quadrants and the threats were categorized as under:
Vertical axis at the top is categorized as Dissonance.
Dissonance threats indicate the lack of agreement,
cooperation and harmony between stakeholders of
consumer protection and consumer disputes
redressal system.

Multidimensional Scaling (MDS) for Threats to
Consumer Forum

Vertical axis at the bottom is named as System
Insufficiency. It describes the threats which show the
inability of the redressal system to perform
efficiently due system related deficiencies.

As defined earlier, Multi dimensional scaling was
used here for finding out the positioning of various
threats to consumer forums taken up for this study.
For this, a two dimensional map was selected as the
output for ease of use. Assessment of reliability and
validity was carried out by examining the Stress
value and R-square. The stress value was found to be
0.0122 which is acceptable (Stress value less than .025
indicates a perfect fit; Malhotra & Dash, 2011). The
value of R-square was found to be 0.999 which is
again acceptable (R-Square values of 0.60 or better
are considered acceptable; Malhotra & Dash, 2011).

Horizontal axis on the left side is marked as High
Ranked. These were perceived as more important
potential threats by the advocates.
Horizontal axis on the right is labeled as Low
Ranked. These threats were given less weightage by
advocates.
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This paper examined the opinion of advocates/ legal
experts towards effectiveness of consumer
grievances redressal procedure under Consumer
Protection Act in Haryana. Most of the advocates
were found to be dealing in consumer cases along
with other court cases. There were not any
specialized legal experts of consumer matters found
in selected respondents. This fact was also validated
by advocates on verbal discussions with them.
Consumer cases were not on their priority as lesser
monetary incentive is involved in these cases
(Krishna & Suganya, 2011). Advocates were
examined about dispute redressal procedure
effectiveness at consumer forums. They reported
that dispute redressal procedure of consumer forums
is sufficiently effective (Singh, 2012; Siddamma,

Consumer forums are not for profit making
organizations. But in today’s environment it has its
own opportunities and threats. Opportunities can
help these forums to improve their performance in a
today’s environment. Perceptual mapping of
advocates was done. It shows that online registration
of complaints was marked as highly ranked
innovative opportunity for consumer forums. Strong
consumer movement in the country was termed as
highly ranked traditional opportunity while
establishment of CONFONET was termed as low
ranked traditional opportunity (Misra et al., 2013).
Availability of frequent and more grants,
establishing consumer protection councils (Misra et
al., 2013) and community radio were termed as low
ranked opportunities for consumer forums. These

System Insufficiency

Dissonance

CONCLUSIONS

2013). They strongly emphasized that consumer
forum are far behind in providing time bound &
speedy redressal (Jain, 1999; Ali, 2010; Kumar, 2011;
Misra et al., 2013). This observation was in
contradiction to Siddamma, 2013. Advocates
strongly viewed that this agency is very relevant
considering today’s business environment and
provides inexpensive redressal (Siddamma, 2013).
Consumer Forum did not act very strongly against
frivolous and vexatious complaints. The good
features reported were that these forums are easily
accessible (Contradicted to Siddamma, 2013),
provides hassle- free disputes redressal (Jain, 1999;
Ali, 2010; Siddamma, 2013), fully transparent,
technically efficient, regular in proceedings,
consensus judgment, impartial and accuracy in
judgments, and strong in execution of final orders.
The study was supported by Singh, 2012. It can be
concluded that dispute redressal procedure
effectiveness at consumer forums was largely
influenced by ‘Fair Judgments’, ‘Consumer
Friendliness’, ‘Ease of Disputes Redressal’,
‘Relevancy’ and ‘Forum Reliability’. Relevancy of
consumer forums makes them highly effective while
in case of consumer friendliness these were less
effective. Fair Judgments, ease of disputes redressal
and forum reliability were found responsible for
making consumer forums sufficiently effective.

6

5
2

4

3

1

High Ranked

Low Ranked

Fig. 2: Perceptual mapping of threats to Consumer Forum

Inactive consumer organizations was marked as high
ranked dissonance threat for the consumer forums
while filing of frequent fake complaints &
disobedience with the final orders of consumer
forum were low ranked dissonance threats. Lack of
awareness among consumers was assigned as high
ranked system insufficiency threat while reluctance
of advocates was described as low ranked system
insufficiency threat by advocates. Limited funds
could not be perceived by advocates with any
particular dimension. This threat with its positions in
middle of map indicates that consumer forums must
regularly check with this threat for consistent
performance.
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findings were opposite to the findings of Singh, 2012.
Threats to consumer forums adversely affect their
performance or achievement of its goals. Perceptual
mapping of advocates shows that ‘inactive consumer
organizations’ was highly ranked dissonance threat.
Lack of awareness among consumers was assigned
as high ranked system insufficiency threat. Filing
fake complaints, reluctance of advocates and
disobedience with the final orders were termed as
low ranked threats for consumer forums. These
findings were in contrast with the findings of Singh,
2012. Limited funds did not reported to be a great
threat to the functioning of consumer forums.
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