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State Consumer Helpline Knowl edge
( SCHKRMP)

The Department of Consumer Affairs, Government of India in partnership with the Centre for Consumer
Studies, Indian Institute of Public Administration, New Delhi has set up a National Nodal Agency known as
the State Consumer Helpline Knowledge Resource Management Portal (SCHKRMP). The Knowledge
Resource Management Portal will coordinate and monitor the activities of State Consume Helpline’s, (SCH)
provide solutions and advisory services to these helplines, maintain knowledge and database, build capacity
of the SCH'’s personnel and provide for integration and convergence. The portal ensures that all activities of
the project are implemented; the IT platform is properly used; SCHs are equipped with the necessary
resources; complaints are handled appropriately;, complaint data received are analyzed; and campaign
themes are aligned to the overall objectives. The Knowledge Resource Management Portal works in close
coordination with various state governments and other stakeholders.

Tel ecom and Consumer

The Six Week Customized Training Program for Indian
Telecommunication Service Probationers sponsored by
the Department of Telecommunication Commenced on
12" May 2014 at the Indian Institute of Public|
Administration (IIPA). Project Manager Sri. S. K. Virmani,
SCHKRMP took a session on “Telecom and Consumer”

on 29" May, 2014. He discussed on issues about

frequent occurring problems in Telecom Services and the
Service Benchmarks as laid down by Telecom Regulatory
Authority on India. The participants were also acquainted
with the grievance handling mechanism in telecom
companies as per TRAI regulations.

| T Port al (Software)

The Six Week Customized Training Program for Indian
Telecommunication Service Probationers sponsored
by the Department of Telecommunication Commenced
on 12" May 2014 at the Indian Institute of Public
Administration (IIPA). Project manager Sri. S. K.
Virmani, SCHKRMP took a session on “IT Portal
(software)” on 2™ June 2014. The software hosts a
| centralized knowledgebase database which would be
available online. It would facilitate all the consumer
advisors of the state consumer to provide solutions to
the consumers who are facing problems with various
service providers and manufacturers of various
products. The software is embedded with a
knowledgebase database which covers database of
frequent occurring problems and their solutions
covering more than 25 sectors of industries and services advising the consumers to get redressal to their
problems on a three tier basis. The advisors would be able to provide the consumers about contact details of
the nodal officers of the service providers and manufacturers. It shall also include at a later date to further
forward the complaints directly to the service providers online by the consumer advisors so that the industry
could look into the complaints for their redressal.
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Call s Received by Various
State Wise distribution of Calls State Wise Calls
State Name April May June Total
MAHARASHTRA MAfbymMMYy cmnf 8360 B MAHARASHTRA
ORISSA yp dn M M 0288 B ORISSA
MADHYA PRADESH HMH HoplT o h 499 = MADHYA PRADESH
N BIHAR
BIHAR M y i n mn585 Y
HARYANA oMM o0y o0 HHL S —
UTTAR PRADESH My|lp Hplo o nlm739 GO
GUJARAT ypln odn mmMma365
Total: 2836 | 2572 | 3369 | 8777 G
Sector Wise Distribution of Calls

Sector April May June Total

AADHAAR CARD 4 18

AIRLINES 4 10

BANKING 76 67 54 197

DOMESTIC APPLIANCES 87 96 189 372

EDUCATION 28 47 61 136

ELECTRICITY 63 70 95 228

FOOD AND SUPPLY 23 25 40 88

INSURANCE 45 26 62 133

LEGAL METRONOLOGY 56 72 125 253

PETROLEUM LPG PNG CNG 161 150 120 431

PUBLIC DISTRBUTION SYSTEM 725 288 766 1779

RAILWAYS 8 7 4 19

TELECOM 252 278 171 701

0% gog
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http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=18&Year=2014&month=4&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=18&Year=2014&month=5&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=18&Year=2014&month=6&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=24&Year=2014&month=4&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=24&Year=2014&month=5&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=24&Year=2014&month=6&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=17&Year=2014&month=4&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=17&Year=2014&month=5&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=17&Year=2014&month=6&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=5&Year=2014&month=4&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=5&Year=2014&month=5&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=5&Year=2014&month=6&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=12&Year=2014&month=4&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=12&Year=2014&month=5&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=12&Year=2014&month=6&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=31&Year=2014&month=4&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=31&Year=2014&month=5&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=31&Year=2014&month=6&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=11&Year=2014&month=4&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=11&Year=2014&month=5&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
http://consumeradvice.in/Reports/CallRegisteredPopUp.aspx?Statecode=11&Year=2014&month=6&Districtcode=0&Blockcode=0&Pageback=MonthWiseCallRegd.aspx&Refpage=MonthWiseCallRegd.aspx
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Compl aints received

at

Sectors

Nature of Calls

AADHAAR CARD

Non -receipt of aadhar card
Helpline number to get information

AIRLINES

Complaints against spice jet airline like -

Not-refund even after cancellation

False commitment on travel

Unfair and arbitrary deduction on cancellation of air ticket due
to non -receipt on e - ticket

AGRICULTURE

Regarding seeds and fertilizers, information about contact
number of fertilizer
Shopkeeper charging more than MRP

BANKING

Banking transaction

Lost ATM

Regarding credit card recovering departmental call to pay
Complaints two times account holders

No permission cash withdrawal used to ATM but not re-
ceived the amount

Bank has not given any replay

Complaint against the agent because of not returning the
money

DOMESTIC APPLIANCE

Mobile under warranty and not working properly
Furniture shop owner does not provide service after sale,
did not replace chair which is defective

Company does not repair product under warranty period
and Centre not responding

Refuse for replacement of defective product.

ELECTRICITY

Regarding unscheduled power cut problem

Electricity related inflated bill problem

Without electricity connection send the bill

Transformer 6years old is not working, but bill are given
every month

INSURANCE

AEGON Religare life & health insurance fraud and cheat-
ing with costumer

Asking about contact number of IRDA

Policy was not as per the plan as given by the agent
Delay in payment by costumer

RAILWAYS

Cancellation of tickets

Unauthorized passengers travel in the reserved coach
Railway staff non -cooperation

Online railway tickets

Demand for full refund

Railway agent who took more than ticket rates

St



Consumer |l nf or mati on

No VAT is Chargeabl e on Discount

Traders/retailers now a days are marketing their products by announcing sale discount which might range
even as high as 70 to 80%. Such discounts earlier used to be announced occasionally during the off-season
or sales reduction. However, now a days it has become a practice and every now and then the products are
being sold on discounts.

It has to come to our notice that many traders/ retailers are charging additionally VAT on the discounted price.
As per Legal Metrology rules, the MRP is inclusive of VAT. Therefore any discount offered by traders on MRP
also has element of VAT built in the discounted prices. The matter was brought to due notice of Department
of Consumer Affairs, Govt. of India. Department of Consumer Affair has now issued instructions to All States
Controllers of Legal Metrology to take necessary action for the violations of Legal Metrology (Packaged
Commodities) Rules, 2011.

The Consumers are advised to complain to their State Legal Metrology Department in case they find traders/
retailers charging VAT on discounted prices. A copy of the complaint and bill can also be sent to State Trade
and Taxes Department.

| ndi an Rail way Catering and Tour

New Delhi: Indian Railways does not want passengers to Tatkal travel over short distances. Railways has
therefore altered its definition of short-distance travel to charge an even higher premium from passengers.

Many were in for a shock when trying to book Tatkal tickets for train journeys shorter than 500 kilometres
when they found that the base fare inexplicably shot up, in addition to the already hefty Tatkal charges.

For example an AC 3-tier ticket on the 12156 Bhopal Express from Hazrat Nizamuddin to Gwalior costs Rs
590 of which Rs 484 is the base fare. But if we were to book the same under Tatkal, the ticket price shoots up
to Rs 1065 because of the Rs 250 Tatkal charge and the base fare rising to Rs 692. Which means a
passenger has to pay an additional 80.5% fare.

Fare Train Number: 12156, Class : JA

45 0 1]

Fare Train Number: 12156, Class : 3A

45 0 250

This made it appear to some that it could have something to do with the revamped IRCTC website and even
lead to complaints against the IRCTC on consumer forum websites, but as it turns out this isn't the case.

This surge in short-distance Tatkal reservation prices is because the Railways has amended its Tatkal rules,
but hasn't even bothered to inform the people it impacts the most - the passengers. We couldn't find any
mention of it on the IRCTC website or even the official Indian Railways website at the time of posting this and
also our email to the Indian Railways public relations officer hasn't received a response even after four days.

The answer finally appeared in an Unstarred Question asked in the Rajya Sabha on July 11. KN Balagopal, a
CPI(M) MP from Kerala, asked the Minister of Railways about the new distance limit (up from the previous
200km) on issuing a Tatkal ticket and also pointed out that "this decision causes difficulties and financial loss
to short distance travellers, especially travelling within small States like Kerala."

m
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https://twitter.com/dunkdaft/status/488536205622280193
http://www.complaints247.com/Change_in_Base_Fare_between_General_and_Tatkal
http://www.services.irctc.co.in/beta_htmls/tatkal.html
http://www.indianrail.gov.in/tatkal_Scheme.html

Revised minimum distances under Tatkal
scheme ;
Second Sitting: 100km

AC Chair Car, Executive Class: 250km i
Sleeper, 3AC Economy Class, AC 3-Tier, AC f&x

2-Tier: 500km T
The new rules don't mean that passengers are Fes.

prohibited from travelling over short distances &=
on Tatkal tickets, but the price they need to[>
pay for this has now become prohibitive. For &

short distance Tatkal travel, passengers will
be charged for the prescribed minimum
distances irrespective of the actual distance
travelled. Therefore a passengers travelling
on AC 3-tier Tatkal tickets from Hazrat Nizamuddin (New Delhi) to Agra Cantonment (188km) or to Gwalior
(306km) or Jhansi (403km), all have to pay the same minimum fare Rs 1065.

Indian Railways has amended its Tatkal rules but didn't both-
er to inform the people to whom it matters the most the pas-
sengers.

Tatkal bookings jump on IRCTC Lite site
Lucknow: Booking an e-ticket during rush tatkal hours can be easier with IRCTC Lite, a new facility launched
by the Indian Railway Catering and Tourism Corporation (IRCTC).

To improve service and to reduce traffic and unnecessary hits during peak hours, IRCTC has launched
IRCTC Lite during tatkal period which is from 10am to 12 noon. The new service is effective from 9:30am.

To make service faster, all the links, images, ads, services, features which are not helping or not required at
the time of premium tatkal ticket booking have been removed from home page.

In the first hour of Tatkal booking (10am to 11am) the earlier average booking before the introduction of the
“IRCTC Lite” was around 48,000, which has now jumped to more than 58,000.

The earlier two hourly (10am to 12 noon) Tatkal booking average was around 83,000, which has now become
more than 92,000 with the IRCTC Lite. Agent login is not available during Tatkal period. For Agent
cancellation a separate link is given on home page.

In the Services section the “Plan My Travel” is made more efficient and faster in fetching of “From” and “To”
stations for Auto Complete Feature.

“

p N‘ In_cﬂnn Raitway quoﬁnn and Tourism Corporation Limited . i
S O et et wwsenn L In - “My  Transactions™  section
| ——— e = EIa=ZULs L1522 0 JETE | S Dt f Canas i) I . » o« . i
v i e e — e Cancelled history”, “TDR History” and

“‘Refund Status of Cancelled Tickets”
are not available and thus reduce the
unnecessary hits to the site. Although
the other facilities in this section like
Booked History, Print E- Ticket, Cancel

o E-ticket / Refund, Refund Status of
. - Failed Transactions are made available
,»# B
= ol as before.

Similarly, in the User Profile the
‘Update profile”, “Master list of
cms @ == SafeRey B Sl iy < o passenger”, “Passenger travel list” and

in the General section the “Terms and
Conditions”, “TDR procedure” are removed to make the site faster and easily accessible.




*Note -

e Users are requested to delete browser
cookies if facing logout issue.

e Attention: Dear International Card
holders, for booking rail tickets through
International Credit Cards kindly login
any of these sites www.cleartrip.com or
www.makemytrip.com or www.yatra.com
(B2C Web Services Provider of IRCTC)

o Toll free Number only for Railway
Catering Complaints: 1800111321

\lg

e Customer Care No. for Internet Ticket :
011 39340000

o A verification call may be made for the
bookings done between 10:00 am to
10:15 am to verify user id, PNR,
passenger mobile number and
passenger details

e Any misleading information provided by
the passenger may lead to cancellation
of e-ticket and an appropriate legal
action.

¢ Internet booking is not permitted in the
overseas train nos 14001, 14002, 14889,
13108 & 13109

12 2
©
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¢ Never purchase e-ticket from
unauthorized agents or persons, using
their personal [Ds for commercial

purposes. Such tickets are liable to be
forfeited under section (143) of the Indian
Railway Act 1989. List of authorized
agents are available on www.irctc.com E-
Ticket Agent Locator

\ g

e Cases of fraudulent claims of refund are
liable for legal action. Users registered
on irctc.co.in are requested to update
their user profile with valid address, email
-ID and mobile number. The registrations

©
192

KNOW YOUR TICKET

: Pr— . MOKET ™D
seat ool 37481565 |

e

R owE
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The Passenger Name Record (PNR) Number printed on your
ticket is a unigue number. Quote this number to check the
status of your ticket.

Indicates the train number, date of journey, the distance
for which the ticket is issued and the number of adults and
children on your ticket.

Refers to the class of accommodation in which you intend to
travel. Such class of accommodation is abbreviated as below.

|A-First AC; 2A-2-TierAC Sleeper; 3A-3-TierAC; CC-AC Chair
Car; FC-First Class; SL-Sleeper Class; lI-Second Class Seat.

Indicates the originating and destination station of your
journey as well as the station up to which you have sought a
reservation. The name of such stations are displayed in both
English and Hindi.

Indicates the confirmed status of your ticket. Viz. Coach
No. A2, Berth/Seat No. 34, Sex: M (Male)yF (Female), Age :
38. In case you have AC First Class or First Class Ticket, the
coach number or seat/berth number is not displayed. Such
passengers may ascertain their actual accommodation status
from the Reservation Chart.

Indicates your waitlisted position. Two such waitlist numbers are
indicated: the first, is the running waitlist number and the
second, the current waitlist number at the time of booking
your ticket. The former is unique for a given train, date, route
and class combination you are travelling on. Please look at
the reservation chart with reference to your running waitlist
number to instantly ascertain the final status of your ticket.

PQWL, RLWL, RSWL etc. indicate waitlist position of your
ticket. PQ, RL and RS are internal codes used for operational
reasons.

Indicates the amount paid for your ticket, both in words and
figures. This may include charges such as Concession Amount
(CONC) Reservation Fee (R Fee), Super Fast Charges (S.CH) and
Voucher Charges (Vou. Ch)

Displays the name of the train, your boarding station and the
date and time of your travel along with scheduled arrival time
and date at destination station.

Displays the date and time you bought your ticket.

Source: Trains at a Glance, Indian Railways

with invalid address, email-IDs and
mobile numbers are liable to be deactivated

o E-ticket confirmed through charting at originating station or at the previous remote location cannot be
cancelled. The refund of such ticket will be processed through TDR

o Multiple logins at www.services.irctc.co.in are not allowed.



http://www.cleartrip.com
http://www.makemytrip.com
http://www.yatra.com

| nteresting Cases / Judgment s

Deficiency in Services

Defective Washing Machine

Mrs. Sushma from Rohtak purchased IFB- front loaded fully automatic washing machine in 2010. Machine
started creating noise problems. Some parts of machine were changed. In 2012, machine again started
showing problems in motor and pump. Again parts were changed by the local service center. In 2013
machine again started showing problems. No engineer came to check machine. More so customer’s number
was added to block list and agency stopped attending his calls. There was sparking and noise problem in the
machine.

She filed complaint with the State Consumer Helpline Haryana Customer was advised to lodge written
complaint to The Area Sales Officer. State Consumer Helpline also forwarded his complaint to the area sales
officer. Very next day the company sent the engineer to his place and all the faults in the machine were
removed.

Ration Card

Mr. Sethpal Rawal, an ex-serviceman from Panipat, had applied for Ration Card, but concerned authority did
not approve his Ration Card. His Ration Card was pending for 7 years. He had provided all the proof which
proved him to be resident of Panipat and eligible for ration card.

He contacted State Consumer Helpline, Haryana through toll-free number. State Consumer Helpline,
Haryana talked to AFSO, Panipat. Ration Card has been issued to him on 24™ March, 2014 by Mr. Sanjeet
Rana.

Newspaper

Mr. Pyaralal Salman from Gurgaon booked Hindustan times copy on 10.03. 2013 for time period of
01.04.2013 to 31.03.2014. On 16.03.2014 vendor stopped sending newspaper stating the reason that his
subscription has been over. Booking agency gives the entire yearly coupon to vendor instead of objection by
customer. Discouraged by this customer was reluctant to go for renewal of subscription. State Consumer
Helpline forwarded his complaint to HT executive, A.K Mishra. Matter was resolved.

Mobil e

(i) Mr. Ravi Chitkara from Faridabad has received call from Vodafone executive, Ms. Komal regarding
mobile portability to vodafone from Aircel. He agreed to number portability. An executive was sent to his
place to collect document and security fee of rs.250/-. But after few days customer received call from
vodafone that his number cannot be converted to Vodafone due to technical problems. Customer wanted
his money and document back. State consumer helpline advised him to forward his complaint to nodal
officer and appellate authority. On 26™ march, 2014 his number has been ported to Vodafone.

(i) Mr. Gautama Monga from Sirsa purchased Videocon mobile model A-15 on 22.01.2014 from time internet
limited, regd. Office 10, Daryagang, New Delhi-10022. After 15 days mobile started showing problem with
voice system. After complaint to Sirsa Videocon service Centre, the dealing people took mobile and give
him manual receipt that was not entered in computer and online service Centre. After 3, 4 days he went to
collect this mobile but after one day same problem occurred. Customer went to service Centre time and
again but no help.

State Consumer Helpline advised him to lodge complaint with area sales officer, Mr. Amardeep Malik. The
company replaced motherboard, PCB. Noise sound and voice problem has been resolved.

on



(iii) Mr. Sourav Chatterjee from Gurgaon had purchased blackberry curve 9330(around 7500) through order
no: 13953247691 from Snapdeal.com. The handset delivered to him was defective. After raising the
matter with Snapdeal, initially they said that the handset will be replaced or money will be refunded. But
they put condition that phone needed to be packed again in the same condition, which is unrealistic. So
they refused to replace the handset.

The complainant contacted State Consumer Helpline, Haryana. After intervention of State Consumer
Helpline, Haryana the matter was forwarded to concerned department by snapdeal. Mr.Sourav
Chatterjee has received his refund and the matter is resolved now.

(iv) Mr. Gautam Monga from Sirsa purchased Videocon Mobile Model A-15 on 22.01.2014 from Times India
Limited, Regd. Office 10, Dryaganj, New Delhi-110002. After 15 days of purchase mobile was not
working. Sound was not clear. After contacting the seller of mobile, he was asked to contact the Sirsa
Videocon service Centre namely service zone. The dealing person was very careless. He received his
mobile in careless manner and gave him manual receipt which was not entered in company’s online
Service Centre to avoid extra benefits. After 3-4 days when he went to collect his mobile from service
Centre. They said that the problem in mobile had been rectified. But after one day same problem was
created. He went to Service Centre many times but his problem was not solved.

The complainant registered his online complainant with State Consumer Helpline through web-portal
“‘consumeradvice.in”. State Consumer Helpline, Haryana advised him to make written complaint to
Service Centre. State Consumer Helpline talked to area sales manager, Videocon. His matter was
resolved on 28 may, 2014 as per confirmation from complainant Mr. Gautam Monga.

Defici encyT hien MaeD.v,i clenidi anvVeAisrulsi nes/ Ai
Mr Mari a BaabMemonha and anr.

In the matter of The M.D., Indian Airlines/Air India (OP/ Petitioner) Versus Mrs. Maria Easter D’abreu Noronha
and anr. (Complainant/Respondent), brief facts of the case are that complainants/respondents travelled from
Mumbai to Goa on 14.3.2009 by OP/petitioner’s Flight No. IC/61S3. Complainant No. 1 was about 76 years
of age so, wheelchair was requested. An attendant came with wheelchair. Complainant No. 1 was being
wheeled by the said attendant, the right hand arm rest of the wheel chair gave way and the complainant no. 1
had a fall on the ground and suffered fracture around her right hip joint. Airport Medical Doctor attended her
and she was admitted to SMRC hospital, but as complainant preferred to go to Grace Cardiac Care Hospital,
she was taken there by ambulance. She was discharged from hospital on 28.3.2009 and was advised
physiotherapy from 30.3.2009 to 29.5.2009, which she underwent. Complainant asked OP to reimburse Rs.1,
03,671.75 as medical expenses and Rs.4, 00,000/- as compensation, but OP intimated that they were ready
to settle the legitimate medical bills within the framework of their rules and regulations. Alleging deficiency on
the part of OP, complainant filed complaint before District forum. OP resisted complaint and submitted that
due to uneven surface wheelchair tilted and complainant fell down, so, no negligence can be attributed to the
attendant. It was further submitted that as per complainant’s advice, she was taken to Grace Cardiac Care
Hospital at Margao in an ambulance along with airport officers and attendant and prayed for dismissal of
complaint.

Alleging deficiency on the part of OP, complainant filed complaint before District forum. District Forum allowed
the complaint relying upon the alleged deficiency in service on the part of OP and ordered the OP to pay Rs.
79, 629/- as hospitalization charges. The Complainant filed appeal before the State Commission for
enhancement of the amount.

State Consumer Dispute Redressal Commission (SCDRC) in first appeal no.02/2012 allowed the appeal and
ordered the management to pay by enhancing compensation from Rs.25, 000/- to Rs.2, 00,000/-. Aggrieved
with this order, the OP filed revision petition before NCDRC.

National Consumer Dispute Redressal Commission (NCDRC) in revision petition no. 2668 of 2012 allowed

the revision petition on the ground that there is no medical bill of Rs.1,30,000/- from the Grace Hospital, by
order dated 20 may 2014 setting aside the order of State Commission and upheld the order of District Forum
with no order as to costs.



Mi sappropriatUmint ed Net@i al ensur ance
anr. Versus Bhupinder

In the matter of United India Insurance Company & anr. (Petitioner/OP) Versus Bhupinder Singh
(Respondent/complainant), brief fact of the case are that Bhupinder Singh, the present respondent filed the
consumer complaint on 28.11.2002, stating that he was the owner of the Tanker Ashok Leyland vehicle no.
PB-11-G-2035, model 1995. The previous owner of the vehicle Kamalpreet Singh got it insured with the
petitioner insurance company for Rs.5, 30,000/- for the period 17.12.2000 to 16.12.2001. The said vehicle
was stolen on 10.09.2001 for which FIR No. 770 dated 01.12.2001 was lodged with the police station Kotwali,
Patiala. Intimation about the theft of the vehicle was given to the insurance company on 07.12.2001. The
police had filed untraced report for the said vehicle. The complainant submitted all the requisite documents to
the insurance company and also met their officials personally regarding the settlement of the claim, but the
same was not settled. The complainant demanded a sum of Rs.5.00 lacs through the consumer complaint in
question. In their reply before the District Forum, the petitioner stated that the complaint was not maintainable
as the complainant did not have any insurable interest in the matter. The insurance policy was in the name of
Kamalpreet Singh. Moreover, the truck was taken away by employees of the complainant, which amounts to
misappropriation and not theft. The insurance company also denied that the requisite documents had been
provided to them. The investigator appointed by the insurance company also stated that the complainant had
no insurable interest in the matter.

District Forum in complaint no. 570/2012 dated 28.11.2002, relying upon that the driver had taken away the
vehicle with the intention to commit theft and ordered the opposite party to pay a sum of Rs.3.20 lacs along
with 9% interest per annum as assessed by the surveyor.

The OP filed appeal before the State Commission. State Consumer Dispute Redressal Commission (SCDRC)
in the first appeal n0.935/2003 dismissed the appeal and upheld the order of District Forum that the
complainant was liable to get the claim from the insurance company. In fact, the State Commission have not
given any reasons for agreeing with the findings given by the District Forum.

Relying upon the fact of delay in intimation to the Insurance Co. and no insurable interest due to non- transfer
of ownership, the National Consumer Dispute Redressal Commission (NCDRC) in revision petition no.3452 of
2008, held that the District Forum and the State Commission have gravely erred in coming to the conclusion
that the complainant is entitled to the insurance claim. The present revision petition is therefore, allowed and
the orders passed by the State Commission and the District Forum are set aside. The consumer complaint in
question is ordered to be dismissed. There shall be no order as to costs.

Rice Mill:Chanmsaugreed Gui dance Society

Si

l ndi an Assurance co. Lt d.

In the matter of Consumer Guidance Society (Petitioner) versus The New Indian Assurance co. Ltd. & anr.
(Respondent), brief facts of the case are that The Complainant, Smt. Dhanlaxmi who is the owner of the Sri
Satyanarayana Rice Mill, at Vermanda, Krishna District, availed insurance Policy from The New India
Assurance Co. Ltd, the OP, for a sum of Rs.6,00,000/-, for the period from 03.03.2008 to 02.03.2009. Due to
torrential and devastating rains on 8 - 9 August 2008, the said Rice Mill was completely damaged and it was
confirmed by the M.R.O. The OP-1 was informed about the damage, and later submitted claim form with all
relevant documents. After several strenuous efforts made by the complainant, the claim was settled by OP-1,
belatedly. Thereafter, he got issued a legal notice on 27.02.2009, but the claim was not settled and hence he
filed the complaint and prayed for Rs.6,00,000/- towards the insurance claim, with interest @ 18% p.a. and
Rs.50,000/- towards compensation for mental agony and costs.

Then District Forum in complaint n0.48/2009 allowed the Complaint and ordered the OPs 1 & 2 to pay Rs.4,
49,000/~ to the Complainant with interest @ 9% p.a. from the date of filing (07.01.2009) and to pay Rs.2,000/-
towards costs. Against this order, the OP filed an appeal before the State Commission.
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The State Commission allowed the appeal filed by the OP and dismissed the complaint due to poor
maintenance of the premises of Rice Mill by the complainant. Now the complainant file revision petition before
the National Commission against the order of State Commission.

National Consumer Dispute Redressal Commission (NCDRC) in revision petition no. 2510 of 2012 dismissed
the revision petition relying upon the scientific report of metrological department in this case. The Tehsildar/
Revenue office report did not specify any extent of damage to the rice mill of the complainant and ordered no
need to interfere with the order of state commission. This revision petition is dismissed. No order as to cost.

Reader’' s Feedback

The Newsletter brought out is very informative and common people oriented. Very good, keep it up.
- Mr. Saket

The subjects chosen befits every once need and is a ready reconer for every potential consumer to override
its service providers with a strong sence of decision making and knowledge. All the best for the upcoming
editions.

- Mr. M.A.Hussain
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