Volume— 4 , Issue-— 4 Oct — Dec’ 2015

State Consumer Helpline Knowledgé Resource Management Portal
: (SCHKRMP) taa S B

Government of India

Sponsm'ea[ by Department of Consumer Affairs, Govt. of Ina[m

Quarterly E-Newsletter of State Consumer Helpline Knowledge
Resource Management Portal (SCHKRMP), Center of Consumer Studies,
Indian Institute of Public Administration (IIPA), New Delhi

CONSUMER HELPLINE AT TRIPURA

The consumers of Tripura State can now seek advise, guidance and infor-
mation to redress their consumer problems and disputes through toll free
number 1800-345-3665. The Department of Food, Civil Supplies and Con-
sumer Affairs, Govt. of Tripura has signed an agreement with [IPA on 29"
MAY 2015. The consumer helpline has been set up using centralized IT
based application system developed by Govt. of India. The software is host-
,\ ed at [IPA, New Delhi. The IT system deployed at IIPA has got Centralized
Complaint Database Management System along with knowledgebase data
base of Frequent Occurring Problems (FoPs) and their solution. The Con-
sumer Helplines are already functioning in the States of Gujarat, Madhya Pradesh, Tamilnadu, Orissa, Bi-
har, Rajasthan, West Bengal, Telengana, Uttar Pradesh, Pondicherry, Mizoram, Himachal Pradesh, Harya-
na, Gujarat and Maharashtra which have been funded by Govt. of India.

CONSUMER HELPLINE AT WEST BENGAL

The Department of Food, Civil Supplies and Consumer Af-
fairs, Govt. of West Bengal has signed an agreement with
IIPA to share IT Portal hosted at IIPA servers for their con-
sumer helpline. The State Consumer Helpline is now ac-
cessing IT Portal at IIPA for knowledge database and using
IT application to register consumer grievances. The Con-
sumers of West Bengal can seek advise, guidance and in-
formation to redress their consumer problems and disputes

through toll free number 1800-345-2808. The IT system
deployed at IIPA has got Centralized Complaint Database Management System along with knowledgebase
data base of Frequent Occurring Problems (FoPs) and their solution. The Consumer Helplines are already
functioning in the States of Gujarat, Madhya Pradesh, Tamilnadu, Tripura, Orissa, Bihar, Rajasthan, Telen-
gana, Uttar Pradesh, Pondicherry, Mizoram, Himachal Pradesh, Haryana, Gujarat, Tripura and Maharashtra
which have been funded by Govt. of India. 1026 Nos. of calls have already been received by the helpline
and registered on IT Portal.
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88th Orientation Training Programme for the Presidents and Members of the
District Consumer Forums from 31st August— 4th September 2015

88th orientation training programme for the presidents and members of
the District Consumer Forums commenced from 31" August—4™ Sep-
tember 2015 at the Indian Institute of Public Administration (IIPA). Project
Manager, SCHKRMP took a session on “Telecom and Consumers” on 31
September , 2015. He discussed on issues about frequent occurring prob-
lems in Telecom Services and the Service Benchmarks as laid down by
Telecom Regulatory Authority on India. The participants were also ac-
quainted with the grievance handling mechanism in telecom companies
as per TRAI regulations.

89th Orientation Training Programme for the Presidents and Members of the
District Consumer Forums from September 14-18,2015

88th orientation training programme for the presidents and members of the district consumer fourms com-
menced from 14" September —18" September 2015 at the Indian Institute of Public Administration (IIPA).
Project Manager, SCHKRMP took a session on “Telecom and Consumers” on 17th September , 2015. 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 griev-
ance handling mechanism in telecom companies as per TRAI regulations.

Visit of students of Tagore International School to State Consumer Helplines
Knowledge Resource Management Portal, lIPA”

14th October 2015 to understand on issues related to consumer protection and
the activities of Portal. The project manager had an interactive session with
the students and explained the role of the state helplines in creating aware-
® ness, guidance and empowerment of consumers. The students were also
briefed as to how they can play their role in counteracting anti consumer prac-
tices of the business houses. Students participated in the interactive session
with enthusiasm.

== #m A group of 37 students from Tagore International School visited the Portal on

National Consumer Day 2015
Theme: “Safe & Healthy Food: Combating Food Adulteration”

The Department of Consumer Affairs, Government of India observed the National Consumer Day 2015 on
22" December, 2015 in Vigyan Bhavan, New Delhi on the theme “ Safe and Healthy Food: Combating Food
Adulteration”. The event was presided over by Shri Ram Vilas Paswan, Hon’ble Minister of Consumer Af-
fairs, Food and Public Distribution. Key note address was delivered by Justice D.K.Jain, President, National
Consumer Disputes Redressal Commission. Shri Ashish Bahuguna, Chairman, Food Safety and Standards
Authority of India delivered the theme address. Welcome address was given by Shri C. Viswanath, Secre-
tary, Department of Consumer Affairs. On the occasion, the Hon’ble Minister of Consumer Affairs, Food and



Public Distribution gave away cash prizes to the winners of the poster making competition on the theme of
consumer awareness organized by the Department among school children of Delhi.

Publications— Consumer handbook in Hindi titled “ Upbhokta Margdarshika”, “Green Consumerism: A Man-
ual for Home Makers”, “Toys and Safety Regulations”, “National Consumer Helpline: A Ready Reckoner”,
and “Financial Services and Consumers”, published by IIPA were also released during the event, which are
useful for the consumers. A calendar containing the paintings of the school children was also released on
the occasion.

Visit of students of Kamala Nehru College to State Consumer Helplines
Knowledge Resource Management Portal, IIPA”

A group of students from Kamala Nehru College visited the Portal on 15"Decem-
8 ber 2015 to understand on issues related to consumer protection and the activi-
d ties of Portal. The Project Manager had an interactive session with the students
and explained the role of the state helplines in creating awareness, guidance and
empowerment of consumers. The students were also briefed as to how they can
play their role in counteracting anti consumer practices of the business houses.
Students participated in the interactive session with enthusiasm.

Calls Received by Various State Helplines

State Wise distribution of Calls

State Name Oct Nov Dec Total
BIHAR 0 16 4 20
GUJARAT 1286 345 1022 2653
HARYANA 176 143 214 533
HIMACHAL PRADESH 1 0 0 1
MADHYA PRADESH 0 0 4 4
MAHARASHTRA 931 689 950 2570
MIZORAM 7 0 ) 10
ODISHA 427 424 389 1240
RAJASTHAN 864 450 712 2026
TAMIL NADU 773 819 415 2007
TELANGANA 287 697 747 1731
TRIPURA 0 2 5 7
UTTAR PRADESH 32 0 88 120
WEST BENGAL 171 189 666 1026
TOTAL 4955 3774 5219 13948
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Sector Wise Distribution of Calls

SECTOR WISE OCT NOV DEC
NUMBER OF

CALLS

AADHAAR CARD 30 30 38
AUTOMOBILE 52 40 61
BANKING 106 79 122
DOMESTIC APPLI- 252 182 255
ANCES

E COMMERCE 137 114 190
EDUCATION 101 35 63
ELECTRICITY 84 66 78
FOOD AND SUPPLY 32 25 28
INSURANCE 66 53 81
LEGAL 114 21 46
LEGAL METROLOGY| 62 35 66
NATIONAL FOOD 129 624 706
SECURITY ACT

PETROLEUM LPG 97 70 81
PNG CNG

PUBLIC DISTRIBU- 1704 1568 1920
TION SYSTEM

REAL ESTATE 91 97 109
TELECOM 529 242 300
OTHER 1390 830 1642

Sectorwise Calls
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Consumer Information

Bonuses your insurance plans can offer
{THE TRIBUNE, 14 DECEMBER 2015}

Do you know that you could earn a “bonus” even by investing in an
insurance policy? In India, a majority of investors seek guaranteed
returns on investments and a traditional life insurance policy is a
sought after investment proposal, since it offers some returns in the
form of bonuses in addition to a life cover. Let us explore some more
aspects of this feature of life insurance.

Is every life insurance policy holder entitled to a bonus?

No, bonus is not shared with every policyholder. It is only paid to cus- -
tomers who have bought a traditional participating insurance policy INSURANCE BONUS

such as the endowment policy, whole life insurance policy and mon-
ey-back plan. They can avail of bonuses announced during the lifetime of the policy. Typically, each type of
traditional policy has two versions — the participating insurance policy and non-participating insurance poli-

cy.
How is the bonus rate decided by a company?

The amount of bonuses declared annually depends on the amount of surpluses in the insurance company’s
life fund. This, in turn, depends on economic conditions and equity markets. If a life insurance company ex-
periences good surpluses year-on-year, it could pay a high-level of bonuses. However, if economic condi-
tions are poor, insurance companies reduce the bonus rate to reflect the actual investment returns in the life
fund. The bonus rate is decided after considering a variety of factors such as return on underlying assets,
the level of bonuses declared in previous years and other actuarial assumptions (especially future liabilities
and anticipated investment returns), as well as marketing considerations.

Types of bonuses

Insurers usually offer five types of bonuses — simple reversionary bonus, compound reversionary bonus,
terminal bonus, interim bonus and cash bonus.

Simple reversionary bonus is declared annually on the sum assured and the accrued amount is paid out
to the policyholder at the time of claim or maturity. On the other hand, when it comes to compound rever-
sionary bonus, the bonus of each year is added to the sum assured and the subsequent year’s bonus is
calculated on the compounded sum. The final accrued bonus is payable in case of claim or maturity.
Terminal bonus or persistency bonus is paid to the policyholder based on the performance of a participat-
ing policy. Offered at the discretion of the insurer, this type of bonus is paid at the time of maturity or death
of the life assured during the term of the policy. It is accrued every year depending on the profit made by the
insurer and paid at the time of maturity or death claim settlement. Usually, terminal bonus gives a good sum
of money and it is important for a customer to hold on to the policy till the end of the term to avail this bonus.
Interim bonus is paid for those life insurance policies that mature or results in a death claim in between two
bonus declaration dates. Simply put, if maturity of a policy or death claim happens before the bonus decla-
ration date, bonus is paid on a pro-rata basis based on the interim bonus rate announced by the company
against that particular policy. Bonus can also be paid by the insurer in cash at the end of the year instead of
accruing it year after year. Such bonus is referred to as cash bonus.

What should a policy buyer keep in mind about bonuses?

A policy buyer must check the types of bonuses that various plans offer, before deciding to buy a policy.
This information can be confirmed through the plan brochure or after consulting with the insurance agent.
Once the policy is purchased, it is necessary that a policyholder remains abreast of bonus declarations
made by their life insurer against one or more participating policies throughout the term of the policy and
reap their benefits.



News from State Helplines

Brief on interesting case resolved

1.

Mr. Janak Bhatt of Rajkot paid Rs.2100/- to StepAhead.com, Times Business Solutions, a Division of
Times Internet Ltd, for registration for job opportunities in selected locations. Since there was no job
offers or interview calls for a long time, he asked for refund. Initially, though the company conveyed
that Rs.1600/- was refunded, the complainant had not received the amount. After a lot of email corre-
spondence with the company, the complainant approached the GSK. GSK took up the matter with the
Senior Management and finally the complainant got full refund.

Ms. Nina Shah purchased a Samsung S6 Edge mobile on 15 August, 2015 by paying Rs.54,000/-. Be-
fore even completing two months, the phone started giving hanging problem and it could not be
switched on or off and would only stop once the battery was over. The Service Centre could not rectify
the problem. The complainant demanded refund of amount paid. Failing to get any resolution, the
complainant approached the GSK. We took it up with the Service Centre and the Company H.O. and
finally the complainant got full refund of Rs.54,000/-.

Mr. Rakshit Maniar, Ahmedabad, purchased a Samsung 3D Smart LED TV from Vijay Sales, Ahmeda-
bad on 24 September, 2014 by paying Rs.65,500/-. In February, 2015, he noticed that there were spots
in a specific pattern appearing on the screen while the screen was kept white. The engineer of Sam-
sung found that this was due to atmospheric dust entering the panel from air ducts and that it was a de-
sign fault. The Company replaced the panel. The problem recurred again after two months. The Com-
pany suggested to replace the panel again which was not acceptable to the complainant. He ap-
proached GSK for help. On our rigorous follow up, the Company finally refunded the full amount.3.

Mr. Lalitbhai B. Patel had paid Rs.56,180/- to M/s. Disha Careers Pvt. Ltd., Ahmedabad, for arranging
for admission in the University of USA along with the study VISA for his son Mt. L. Patel. The complain-
ant alleged that the Company misguided him and had not given the correct information regarding the
cost of studies in USA. He came to know that the expenses for studies in USA would nearly Rs. 12 —
15 lacs per year, he requested for refund since paying such an amount every year was beyond his ca-
pacity. His request for refund was rejected by the Company. The complainant approached the GSK.
We wrote to the Company and spoke to the Director on phone. The Company responded through its
Advocate that in the receipt it was mentioned that the “fee s paid are non-refundable”, and that they had
narrated the work they had done for the candidate, and therefore rejected our request for refund. How-
ever, with our persistent efforts with the Director of the Company, finally the Company refunded
Rs.30,000/- as an amicable settlement.

Dr. Mauli Mahajan tried to book 3 Air tickets from Dubai for her travel Dubai to Ahmedabad through the
Spice Jet Online Booking site, through Credit Card. When she hit the SEND Button, she got an sms on
her mobile that 4274.58 DHS was debited from her Card A/c. But no PNR number was generated. The
same thing was repeated on the next day and 4271.31 was debited. On complaining to Spice Jet, the
complainant got a refund of 3994.02 DHS and 3971.21 DHS. There was a shortfall of 580.66 DHS.
The Spice Jet explained to her that there was some technological problem with their website and there-
fore this had happened. Having failed to get any positive response from Spice Jet, she approached our
GSK for redressal of her complaint. GSK took up the matter with Spice Jet, not positive response from
the Customer Care except contradictory emails from different customer care executives. We then ap-
pealed to the Appellate Authority of Spice Jet and on 23 September, 2015, the Airline refunded
Rs.10,580/- to the complainant.



Legal matters

LINK | SEC- FACT OF THE CASE CITA- FORUM CASE DATE OF JUDGEMENT WITH
TOR TION NO. JUDGE- THEME
MENT
http:/ | Private | Brief facts of the case are that re- | Tadinada | DISTRICT | COMPLI- | 18/01/2012 [ The District Forum
/164. | Hospi- | spondent/complainant Tadinada Ush | Usha FORUM ANT allowed the complaint
Spemetal a Rani wife of late Doctor T.V.S. Ra- | Rani CASE and directed the OP to
100. makrishna filed the consumer com- | Versus 21%011 pay a sum of
72.1 plaint in question, saying that her | Chairman "4,93,085/- with inter-
2/ husband was a life member of the | Family est @9% p.a. from the
n_cdr Indian Medical Association, A.P. | Benefit date of filing the com-
i, Branch. The said Association intro- | Scheme, plaint, i.e., 8.8.2011 till
crep/ duced a Family Benefit Scheme for | Indian payment and also to
judg its members and Dr. Ramakrishna | Medical pay cost of "2,000/- to
St became a member of the Scheme | Associa- the complainant.
R T vide membership number | tion
/001 M/1/0022/002252/92 in the year 1992
4013 and nominated the complainant as
0095 his nominee. The husband of the
@ complainant regularly contributed to
W T the Scheme till March
S8R 2010. However, he fell seriously ill in
P200 March 2010 and was admitted in sev-
2201 eral private hospitals for treatment
E and ultimately, he expired on
. 15.10.2010. The complainant has
m stated that she was not aware of the
terms of payment of the
Scheme. However, on 27.12.2010, | Chairman | SCDRC FIRST 13/02/2013 | State commission dis-
while vacating the dispensary cum | Family ANDHRA | APPEAL missed the appeal and
rental house, she found a letter dated | Benefit PRA- NO. upheld the order of
8.12.2010 from the Opposite Party | Scheme, | PESH o g2 district forum.
supposed to be a reminder notice for | Indian
bill no. 38 dated 1.09.2010, reminding | Medical
for payment of "2,215/- towards in- | Associa-
stalments and late fees. The com- | tion
plainant sent a letter on the very next | Versus
date, i.e., 28.12.2010, bringing to the | Tadinada
notice of the OP about the sickness | usha rani
of her husband, the treatment taken
and his death on 15.10.2010. The
complainant also remitted an amount
of '2215/- by way of bank draft as per
the bill. She requested the OP to
send her the claim form, but there
was no response from them. On
1.3.2011, the complainant received a
bill in the name of her husband, di-
recting him to pay °1,440/- stating
that this payment was due by | Chairman | NcDRC REVI- National commission
31.3.2011. The complainant sent | Family SION 30/01/2014 | hold that the impugned
reply to this letter on | Benefit PETITON order passed by the
26.03.2011. She also made payment | Scheme, NO.2002/ State Commission and
of 1440/- as stated in the fresh bill | Indian 2013 the order of the District
and again requested the OP to settle | Medical Forum do not suffer
the claim. However, on 4.05.2011, | Associa- from any illegality,
the complainant was informed by the | tion irregularity or jurisdic-
OP that her husband had become | Versus tional error. The same
defaulter for non-payment of the sub- | Tadinan- are, therefore, upheld
scription on 1.09.2010 and his name | da and the present revi-
had been deleted from the list of | Usha rani sion petition is ordered

Members of Scheme. The amounts
of "2,215/- and °1,440/- were also
returned by the OP.

to be dismissed with
no order as to costs.
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CGHS/
Private
Hospi-
tal

Brief facts of the case are that com-
plainant/respondent is a Government
employee and was authorized to take
treatment under CGHS rules from
private hospital. OP/Petitioner was
empanelled under the said rules for
treatment. Complainant's  wife
Mrs. Anamika Ghara felt abdomen
pain on 25.12.2011 and was admitted
in OP’s hospital on 26.12.2011 and
after treatment was discharged on
29.12.2011. Single operation was
carried out and OP asked complain-
ant to pay Rs.69,000/- towards ap-
proximate expenses without providing
copy of bill. Ordnance Cable Factory
sent draft of Rs.69,000/- to OP. OP
issued final bill in January 2012 and
had shown more than one operation
to cover up amount of Rs.69,000/-. It
was further submitted that if one or
more minor procedures form part of a
major treatment procedure then the
package charges would be permissi-
ble for major procedure and only 50%
of charges for minor procedure as per
rules. After sending final bill to Princi-
pal Controller of Accounts, he di-
rected that an amount of Rs. 33,630/-
be recovered from complainant on
account of excess bill from the pack-
age amount. Complainant asked OP
to refund the amount. As amount
was not refunded, alleging deficiency
on the part of OP, complainant filed
complaint before District Forum. OP
resisted complaint and submitted that
complainant’s wife was admitted in a
private single room for she was not
entitted as a result thereof actual
charges were reduced by 15% as per
entittement of the ward of the pa-
tient. It was further submitted that bill
was raised in accordance with the
approved package rates and OP is
not liable to refund any alleged ex-
cess payment and prayed for dismis-
sal of complaint.

Mr. DIS- COM-
Dibyendu | TRICT PLAINT
Ghara FORUM CASE
Versus NO.
Mukat
Hospital
And
Heart
Institution
Mukata gﬁiﬁ? FIRST | 01/07/20
Hospital | 5icarn | AF: 13
And PPEAL
Heart NO.270/
Institution 2013
Versus
Mr.
Dibyendu
Ghara
Mukata
Hospital 11/09/20
Ang | NCPRC | REVI- |4,
Heart SION
Institution PETI-
Versus TION
M. NO.323
Dibyendu 172014
Ghara

Learned District Forum
after hearing both the
parties allowed complaint
and directed OP to refund
Rs.28,107/- with 9% p.a.
interest and further al-

lowed Rs.10,000/- as
compensation and
Rs.7500/- as litigation
expenses.

State Commission dis-

missed the appeal and
upheld the order of district
forum.

NCDRC did not find any
illegality, irregularity or
jurisdictional error in the
impugned order and revi-
sion petition is liable to be
dismissed to the extent of
refund of Rs.28,107/- with
interest. District Forum
has also allowed compen-
sation of Rs.10,000/- on
refund amount of
Rs.28,107/- along with 9%
p.a. interest. It would be
appropriate to set aside
order of payment of com-
pensation of Rs.10, 000/-
on refund of only
Rs.28,107/- and rest of
the order is to be upheld.
Revision petition filed by
the petitioner is partly
allowed and order passed
by the state commission
is partly modified and
order upholding compen-
sation of Rs.10,000/- to-
wards mental agony and
harassment is set aside
and rest of the order is
affirmed with no order as
to costs.

Nature of Complaints received at State Consumer Helplines

Sectors

Nature of Calls

DRUGS AND MEDICINES

— ) = =M ]

MEDICINE RELATED OTHERS

MEDICINES GIVEN WITHOUT DOCTORS PRESCRIPTION

MISLEADING ADVERTISEMENT
FRAUD AND CHEATING
OTHERS
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FRAUD AND CHEATING
DELAY IN PROVIDING NEW CONNECTION

ENTERTAINMENT

OVERCHARGES MORE THAN TICKET PRICE AND OTH-
ERS

FOOD PACKAGING

FRAUD AND CHEATING

MEDICAL NEGLIGENCE
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WRONG DIAGNOSIS .

LOSS OF ORGAN DUE TO WRONG TREATMENT
DISCHARGE SUMMARY NOT PROVIDED

FRAUD AND CHEATING

NOT ATTENDING THE PATIENT REFUSAL TO ATTEND
WITHOUT ANY FIRST AID

AFTER TREATMENT GETTING PAIN AND THERE IS NO
RESPONSE FROM CLINIC

WRONG DIAGNOSIS

OTHERS

POSTAL
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POSTAL MISPLACEMENT OF POSTAL ARTICLES PACK-
ETS MONEY ORDERS ETC.

DELAY IN ENCASHMENT OF IVP OR KVP OR NSC
COURIER CONTENT OF THE PARCEL MISSING OR
SHORT RECEIVED

NON DELIVERY OR DELAY IN RECEIVING PARCELS.
SPEED POST NOT DELIVERED

POSTAL OTHERS

COURIER DELAY IN DELIVERY

COURIER MISSING OF PARCEL

NON DELIVERY OR DELAY IN RECEIVING SPEED POST
LETTERS

COURIER OTHERS

STATE CONSUMER DISPUTE
REDRESSAL COMMISSION

PROCEDURE FOR FILLING COMPLAINT

TRANSPORT

FRAUD AND CHEATING

Reader’s Feedback

| would to thank you sincerely from the bottom of my heart for the help you extended to me. | was facing
problems with airtel as they continued to generate bills and charge me for a connection that was terminated.
Interestingly, the termination request was also initiated by them as they failed to transfer my existing connec-
tion to my new address citing technical issues. Despite going to their customer care center, speaking to their




billing department and raising tickets with their customer care, they carelessly ignored my requests and kept
on changing my credit card.

| also wrote on their Facebook page and twitter account but to no avail apart from fake and hollow promises
and assurances.

Exasperated, | had to block the credit card they were charging. Interestingly, they had deleted my account in
wwwe.airtel.in so | was not able to disable the ECS option either. So, when | blocked my card, they again
started calling me saying bill is pending. | was all set for approaching the consumer court but before that |
spoke to you once. You asked me to email all details to you. | did as per your guidance and within half an
hour of sending email to you, airtel executives called me and apologized for the inconvenience and assured
me that my problem would be solved.

And after that, within a week, they refunded my amount and have assured me that further bills won’t be gen-
erated nor would | get any reminder calls. Thanks a lot for all your help. It was indeed a great relief. Wishing
you all the best for your future endeavors.

State Consumer Helpline Knowledge The Department of Consumer Affairs, Gov-
Resource Management Portal (SCHKRMP) ernment of India in partnership with the Cen-
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