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Webinar on COVID -19: Emerging Challenges  

for Consumer Protection 

The outbreak of COVID-19 (Corona Virus Disease 2019) has 

created a global crisis that has left a deep impact on the way 

we perceive our world and our everyday lives. Not only the 

rate of spread and patterns of transmission threatens our 

sense of urgency, but the safety measures put in place to 

contain the spread of the virus also require social distancing 

not an easy task by any means. Learning from the 

experiences of other countries Government of India by 

declaring early lockdown has been able to contain the spread 

of the pandemic and in the meantime taken measures to 

improve the health infrastructure to meet the crisis. The 

government has announced a number of economic measures 

for the poor and other sectors to promote economic activity. 

The government is also co-ordinating strategies across nations 

to build fair, safe, resilient and sustainable economy. 
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In response to the COVID-19 pandemic crisis focus needs to be on the protection and 

empowerment of individuals in the marketplace in context of their consumer rights. The right to health 

is a priority for consumer protection. Health services, education, awareness and implementation of 

preventive measures are being resourced as a matter of urgency to ensure access for all. The 

government is making efforts to ensure that the cost of basic medical treatment and investigations are 

affordable, and appropriate medical insurance provided for those in poverty. Health and hygiene 

products that help consumers protect themselves from COVID-19 are being ensured that they are 

affordable and readily available.  

 

In this backdrop, to discuss the emerging challenges for consumer protection, Indian Institute 

of Public Administration organised a Webinar on May 26, 2020 on the theme COVID -19: Emerging 

Challenges for Consumer Protection. The Webinar was well attended and the participants included 

policy makers, academicians, researches, members of the consumer redressal agencies and NGOs. The 

Webinar was moderated by Shri. S.N.Tripathi, Director IIPA and the lead speaker was Shri. Avinash K 

Srivastav, former Secretary, Department of Consumer Affair, GoI and the Chief discussant was Prof. 

Sri Ram Khanna, former Professor of Commerce, Delhi University and a well know consumer activist. 

Initiating the discussion, Shri Tripathi welcomed the speakers and the participants and highlighted the 

importance of the theme of the webinar. Prof. Suresh Misra, Chair Professor Consumer Affairs, IIPA in 

his introductory remarks gave a bird‟s eye view of the problems that consumers are facing due to 

Covid-19. 

 

Shri Avinash k Srivastava the lead speaker gave an account of the steps taken by the 

government to deal with the COVID crisis and emphasised that the lockdown declared by the 

government was very timely and since then various steps have been taken to ensure that medical 

facilities, essential commodities, food staples etc are made available to the consumers. He said the 

cost of stabilizing and protecting households, companies, and lenders could exceed 10 lakh crore 

Indian rupees, or more than 5 percent of GDP. The magnitude of problem required a comprehensive 

package of fiscal and monetary interventions. The outbreak has pushed consumers to adapt new 

habits and behaviours that many anticipate will continue in the long term. The corona virus pandemic 

has opened the floodgates of unfair, misleading practices, hitting consumers hard and leaving the most 

vulnerable ones more disadvantaged. He also raised the issue of fake news and how it is hurting the 

consumers. Shri. Srivastava felt that in such a situation, the New Consumer Protection Act would have 

helped the consumers. He particularly highlighted the role the CCPA could play. 

 

Prof. Sree Ram Khanna in his presentation said that the Central and State Governments were 

caught unprepared to respond to the disaster. MRP rules for essential products were violated with 

impunity and sold above MRP without any corrective action. Quality, standards, Conformity 

assessment and availability of essential products was very poor. He also said the problems relating to 

data privacy and fake news have come to the fore.  

 

Prof. Khanna said detailed plans for such disasters were not at hand therefore large number of 

poor consumers who migrated for livelihood from poorer to affluent states were left to fend for 

themselves in matters of loss of livelihood, food , shelter and travel to home towns. Drastic economic 

impact has pushed economy in to recession and needs higher levels of support to restore jobs 

/livelihoods, consumption, domestic trade and discourse. He emphasised that adequate preparations 

should have been made under the National Disaster Management Policy. 
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We have witnessed a global health threat named Covid-19 in the last few months; the spread 

of information about the pandemic has been much faster than the virus itself. There has not been one 

day since the World Health Organization declared it a public health emergency that we have not come 

across messages, memes or videos related to Covid going viral on social media. Added to it is the 

plethora of information about the outbreak statistics (number of cases, casualties in every sing le 

geographical distribution, etc.) being fed to the people 24/7 daily. 

 

As billions are isolated or quarantined in their homes in an attempt to contain the infection, 

digital screen time has increased. Information pollution about COVID every single day adds to the 

already existing uncertainty and panic about the virus and lockdown. People have often been seen 

with their eyes glued to their televisions, laptops or mobile screens, busy consuming news feeds 

related to the corona virus. This often assumes a compulsive nature, with a need to stay updated 

about every single facet of the illness, which further increases the psychological discomfort and 

physical unrest. 

 

He emphasized on the need to change laws to change business behavior causing consumer detriment, 

prepare coordinated district and city wide plans with States to meet such disasters in future and 

document experience as a lesson to minimize economic impact. He further deliberated to improve 

standards, conformity assessment and availability of essential items, devise measures to address data 

privacy and curb fake news and called for a massive public investment program to create jobs to 

address recession. 

 

The Webinar was very participatory and large numbers of questions were taken from various parts of 

the country. The webinar was coordinated by Prof. Suresh Misra, Chair Professor, Consumer Affairs, 

Centre for Consumer Studies, IIPA. 

 
Webinar on COVID 19: Media and Consumer Empowerment 
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  In this backdrop to discuss the emerging challenges for consumer protection, Indian Institute of 

Public Administration organised a Webinar on July 7, 2020 on the theme “COVID 19: Media and 

Consumer Empowerment.” The Webinar was well attended and the participants included policy makers, 

academicians, researchers, members of the consumer redressal agencies and NGOs. The Webinar was 

moderated by Shri. S.N.Tripathi, Director IIPA and the lead speaker was Ms Pushpa Girimaji, an Author, 

columnist and a specialist in consumer law, rights and safety issues and the Chief discussant was Major 

General Jacob Tharakan Chacko, Sena Medal, Chairman Army Institute of Law, Mohali, also a trainer, 

facilitator and an Organisational Synergiser.  

 

Initiating the discussion, Shri Tripathi welcomed the speakers and the participants and 

highlighted the importance of the theme of the webinar. Dr Mamta Pathania, Assistant Professor, CCS, 

IIPA in her introductory remarks talked about  the problems that consumers are facing due to Covid-19. 

She emphasized  COVID-19 is not the first „digital infodemic‟. In the recent past, outbreaks of Zika in 

Brazil, Ebola in Africa, Influenza in Europe and Nipah in India had similar bidirectional relationships 

with media. However, the degree of „media panic‟, the amount of media consumption and the 

consequent change in public reaction have been much higher during Covid-19. The impact that 

information or misinformation can have on human behaviour is remarkable. On the other hand, 

relevant and timely information has shown to improve preparedness for infectious diseases and 

strengthen public health infrastructure. So media can be a double-edged sword. 

  

Ms Pushpa Girimaji, the lead speaker said that MRP rules for essential products were violated 

with impunity and sold above MRP without any corrective action. Quality, standards, conformity 

assessment and availability of essential products was very poor during the COVID pandemic. She also 

gave an account of the steps taken by the government to deal with the COVID crisis and emphasised 

that various steps have been taken to ensure that medical facilities, essential commodities, food staples 

etc are made available to the consumers. In spite of this, corona virus pandemic has opened the 

floodgates of unfair, misleading practices, hitting consumers hard and leaving the most vulnerable ones 

more disadvantaged. She also raised the issue of fake news and how it is hurting the consumers. She 

emphasized that in response to the COVID-19 pandemic crisis focus needs to be on the protection and 

empowerment of individuals in the marketplace in context of their consumer rights. 

  

The right to health is a priority for consumer protection. The government is making efforts to 

ensure that the cost of basic medical treatment and investigations are affordable, and appropriate 

medical insurance provided for those in poverty. Health and hygiene products that help consumers 

protect themselves from COVID-19 are being ensured that they are affordable and readily available. She 

further deliberated to improve standards, conformity assessment and availability of essential Items, 

devise measures to address data privacy and curb fake news. 

 

  Major General Jacob Tharakan Chacko, covered the behavioural aspects of consumer 

empowerment in the shadows of COVID 19. In his presentation, he said that the outbreak has pushed 

consumers to adapt new habits and behaviours that many anticipate will continue in the long term. The 

government has announced a number of economic measures for the poor and other sectors to promote 

economic activity. The government is also co-ordinating strategies across nations to build fair, safe, 

resilient and sustainable economy. He emphasized on the need to change laws to change business 

behavior causing consumer detriment.He said one of the major problems during the pandemic is the 

issue of fake news, misinformation and misleading sales and scams. Furthermore negative news 

circulating 24x7 on the media platforms has a socio-psychological impact on the minds of consumers. He 
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said good practices are hardly highlighted on the different media channels. Measures can thus be taken 

to make these platforms more responsible and effective in dissemination of positive news having 

positive impact on the minds of masses. Since we understand the migratory population as moved out of 

the cities and there will be a void within the industrial projects therefore the media can play its role with 

a positive communication for the workforce to come back. 

 

The Webinar was very participatory and large numbers of questions were taken from various parts of the 

country.The webinar was coordinated by Dr Mamta Pathania, Assistant Professor Public Administration, 

Centre for Consumer Studies, IIPA, New Delhi. 

 

 

Study on “Analysis of Procedural Delay in Disposal of Consumer Cases and Working of 

Consumer Foras” 

The Centre for Consumer Studies undertook a study on “Analysis of Procedural Delay in Disposal of 

Consumer Cases and Working of Consumer Foras”. The Consumer Protection Act 1986 has been in 

operation for more than three decades, still there are deficiencies and shortcomings in respect of its 

functioning which has made it difficult for the consumers to get relief in the fora. The purpose of the 

three tier quasi-judicial structure was to give quick justice to the consumers. The filing of complaints in 

the Fora has decreased over the years mainly due to procedural delays. Therefore, it is imperative to 

examine the reasons for delay in disposal of complaints and examine the procedures that are leading 

to such delays.  

  The objectives of the study were to, analyse and evaluate the working of the quasi-judicial Consumer 

Fora; assess the  problems faced by Consumer Fora leading to delay in disposal of complaints; 

examine the reasons for procedural delay in disposal of consumer complaints, and; suggest measures 

to make the Consumer Fora more effective and efficient to deliver speedy justice to consumers. 

 

The present study is an empirical research based on both primary and secondary data. It is a 

blend of both descriptive and analytical methods of study. The secondary data comprising of records of 

the DFs, SCDRCs, NCDRC, various published and unpublished reports, books, articles, and journals etc. 

have also been used for the purpose of the study. Some secondary data was also accessed from 

National information Centre (NIC).  

For the purpose of the study primary data was collected from the District Forums and the State 

Commissions through a questionnaire and by way of discussions with the members, former members 

and officials of NCDRC. The questionnaire was sent to 612 District Consumer Forums through e-mail and 

Research Studies Conducted by CCS 
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post; out of which 302 forums from 27 states and 4 UTs responded with filled questionnaires. For better 

presentation and analysis of data, the States and UTs have been grouped in zones and data so received 

has been analysed and tabulated accordingly. Besides this CCS, IIPA had written to Hon‟ble Presidents of 

State Commissions inviting their suggestions on the working of the District Forums on various 

parameters.  

The study reveals that the forums are facing a number of problems which affects their functioning. 

Inadequate infrastructure, vacancies of Presidents and Members leading to lack of quorum, inadequate 

staff and lack of financial resources are some of them which are also hampering the disposal of 

complaints and mounting of pendency. Delay in issue of notice, filing of written statement by opposite 

party, giving number of adjournments by the Presiding officers, application of evidence Act, CPc, CrPc, 

not giving ex parte orders inspite of opposite party not appearing on the given date for a number of 

times, involvement of advocates in the consumer justice system, lack of product testing facilities are 

some of the procedural reasons leading to delay in disposal of complaints. The study has given a number 

of recommendations to strengthen the functioning of the consumer foras. 

 

Study on Evaluation of Food Safety Standards among Street Food Vendors in Select States 

The Centre for Consumer Studies undertook a “Study on Evaluation of Food Safety Standards among 

Street Food Vendors in Select States”. Street food is ready-to-eat food or drink sold by a hawker, or 

vendor, in a street or other public place, such as at a market or fair. It is often sold from a portable food 

booth, food cart, or food truck and meant for immediate consumption. Some street foods are regional, 

but many have spread beyond their region of origin. Most street foods are classed as both finger 

food and fast food, and are cheaper on average than restaurant meals. The types of street food varies 

between regions and cultures in different countries around the world. The chief characteristics of street 

food is that street foods are reasonably priced and flavored and easily available. The importance of 

street food vending lies on the fact that besides offering business opportunities for 

developing entrepreneurs, the sale of street foods can make a sizeable contribution to the economies of 

developing countries like India.   

 

A majority of food vendors are not aware of causes of food poisoning and food borne disease 

which can spread through their food if not handled properly. The quality and safety of street foods is 

determined by numerous factors such as the business organization, regulatory aspects, technical aspects 

related to the preparation, preservation and display of food sold in the streets, the consumer 

perspective, and educational programs. In order to improve the conditions of street food vendors and to 

make sure that the food sold does not jeopardize public health, the first and foremost necessity is to 

build awareness that food vendor should maintain certain quality standard. In many areas, street foods 

are sold and food safety issues are not taken into consideration neither on the producer nor on the 
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consumer side. Consumers tend to look mostly at the price and might be already accustomed to the 

taste of unhealthy meals.  

The survey was conducted using a structured questionnaire to consumers, in seven states namely Bihar, 

J&K, Karnataka, Madhya Pradesh, Gujarat, Uttar Pradesh and West Bengal and in the following cities 

Muzaffarpur, Jammu, Mysore, Ujjain, Ahmedabad, Varanasi and Nadia. The data regarding the Street 

Food Vendors was to be collected from seven cites of tourist importance, where large number of tourists 

visit each year; namely, Delhi, Kolkotta, Mysore, Ujjain, Varanasi, Puri and Gauwhati. However due to 

lock down, data could not be collected from Puri and Gauwhati. In each state, 205 were randomly 

surveyed from different locality parts of state representing diverse sections of the society and 45 street 

vendors from different localities of city were selected randomly for interview. The total sample size of 

consumers was 1470 and street vendors 225. The study reveals a lack of hygiene and food safety 

standards among the food vendors thereby risking the life of consumers. There is a need to train the 

street vendors. The study has made a number of policy recommendations.  

 

 

 

The National Consumer Helpline continued to serve the consumers during the lockdown. 

Consumers filed grievances relating to Mask, Sanitizers and other related products. Maximum grievances 

were registered from the e-Commerce sector.  

Grievances at National Consumer Helpline during the Lockdown  

 

Source: National Consumer Helpline, GoI 
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COVID -19: Emerging Challenges for Consumer Protection 

 
The outbreak of COVID-19 (Corona Virus Disease 2019) has created a global crisis that has left a 

deep impact on the way we perceive our world and our everyday lives. Not only the rate of spread and 

patterns of transmission threatens our sense of urgency, but the safety measures put in place to contain 

the spread of the virus also require social distancing- not an easy task by any means. Various countries 

have handled the outbreak of coronavirus in their own different ways. Each country's journey has been 

marked by delay in several decisions, be it delays in imposing travel bans, initiating screening measures 

or in delaying the eventual lockdown. A combination of these mistakes has resulted in the ensuing 

struggle that most countries have faced, as they have struggled to contain the outbreak from growing 

exponentially.  

In contrast, the Indian response to the COVID-19 pandemic has been very proactive. Its 

decisions were early, initially met with scepticism from critics within India and outside. These decisions 

now stand vindicated, as several 

countries have ended up taking pretty 

much the same decisions that India 

took very early on in its efforts to 

flatten the curve. The lockdown was not 

the beginning but the logical 

continuation of a strategy. Surveillance 

at points of entry (airports, major and 

minor ports, land borders) was initiated 

on 17 January 2020. Visa and travel 

restrictions were imposed on foreign 

nationals on 5 February. All visas were 

suspended on 11 March, and incoming 

flights were suspended from 19 March. 

Incoming passengers were placed 

under daily surveillance through the 

Integrated Disease Surveillance 

Program (IDSP) Network and monitored through a national online portal. The portal aggregates data and 

maintains a log of all community contacts of positive cases. 621,000 passengers were monitored, and 

not a single positive case in this universe has been able to mix with the general population. 

Learning from the experiences of other countries, Government of India by declaring early 

lockdown has been able to contain the spread of the pandemic and in the meantime taken measures to 

improve the health infrastructure to meet the crisis. A national Hospital preparedness effort is underway 

to ensure the availability of beds. 508 COVID-19 dedicated hospitals have 82,795 isolation beds, 8,182 

ICU beds and 4,935 ventilators. In addition, another 5,110 Health Facilities have 113,315 isolation beds, 

27,641 ICU beds and 12,867 ventilators. Further, 2,500 railway coaches have 40,000 isolation beds. 

Personal Protective Equipment (PPE), ventilators, essential drugs and other consumables are being 

stockpiled. Medical and paramedical personnel and Rapid Response Teams nationwide are receiving 

orientation on infection prevention, clinical management and protocols etc. A massive contact tracing 

and surveillance operation are continuing on a nationwide scale to pre-empt transmission. A public 
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health communication exercise has been in operation since January. Social media platforms and 

webpages of the Government are pushing out information about basic preventive steps. TV & Radio 

channels were mobilized, and an advertising campaign launched. Under Aatma Nirbhar Bharat the 

Government has announced numerous measures to tackle the situation. These range from ensuring food 

security to earmarking extra funds for healthcare and offering sector related incentives and tax deadline 

extensions. The government has also announced a number of economic measures for the poor and other 

sectors to promote economic activity. The government is also co-ordinating strategies across nations to 

build fair, safe, resilient and sustainable economy. 

In response to the COVID-19 pandemic crisis focus needs to be on the protection and 

empowerment of individuals in the marketplace in context of their consumer rights. The right to health is 

a priority for consumer protection. Health services, education, awareness and implementation of 

preventive measures are being resourced as a matter of urgency to ensure access for all. The 

government is making efforts to ensure that the cost of basic medical treatment and investigations are 

affordable, and appropriate medical 

insurance provided for those in 

poverty. Health and hygiene products 

that help consumers protect 

themselves from COVID-19 are being 

ensured that they are affordable and 

readily available. The lockdown 

produced a number of challenges. A 

movement of migrant labour occurred 

during the initial period of the 

lockdown. A national effort was 

launched to mitigate the hardship 

faced by them. Transport was 

mobilized to move them to their home 

provinces safely. Relief camps 

providing food and shelter were 

organized on an unprecedented scale 

within days. More than 27,000 camps 

were set up to accommodate 

1,250,000 individuals. 7,500,000 

people are being fed through these networks of camps and other 19,460 food camps/distribution points. 

The camps have been linked to a network of quarantine facilities, testing laboratories etc. to take care of 

the health aspect of these individuals. The nationwide response to assist these workers and their 

families highlighted the popular understanding of the rationale behind the lockdown. 

Due to the geographical area and a huge consumer base (1.30 billion) of the country, we have 

witnessed disruption in food supplies, shortage of Fast-Moving Consumer Goods (FMCG) and essential 

commodities and interruption in the services of e- commerce platforms. There has been a sudden spike 

in demand for specific medical and healthcare products, such as ventilators, face masks, sanitizers, 

disinfectants etc. Therefore markets for essential products such as disinfectants, masks and gels should 

be closely monitored to ensure their availability, and if necessary temporary price caps introduced to 

ameliorate the suffering of the consumers.  

The poor are further facing the bleak scenario of shortages coupled with price rise for staples and 

other essential commodities. Supply chains are facing disruption as a result of panic buying and decline 
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in production capacity. Consumers, especially the most vulnerable, must continue to be able to access 

safe and healthy food. Local markets and livelihoods must be protected and shift to more sustainable 

practices encouraged. Particular attention should be given to those in low income groups where the 

consequences of a combined health pandemic and economic recession will be catastrophic. Access to 

essentials such as food, health services, secure livelihood, financial stability and connectivity at the 

lowest possible price should be made available to consumers. The consumers must be protected from 

unfair market practices by taking action against those who charge excessive prices or cause artificial 

shortages. Products should be available on MRP to save consumers from exploitation. 

Most of the changes in consumption patterns are course of driven by the forced closures of most 

retail outlets which has a significant impact, but will only last until such restrictions are lifted as is 

gradually happening. The more long-term impact in consumer spending is driven by financial concerns 

as many consumers don‟t expect to have the same spending power as before the crisis as a result of job 

losses and a drop of income. 

According to McKinsey market research from early May, consumer behaviour has changed significantly 

as a result of the crisis and a number of these behaviour are likely to become the new normal: 

 Consumers in most countries expect their personal finances to be affected by COVID for at least 

few more months 

 This is affecting all categories of consumer spending with the exception of groceries, household 

products and home entertainment. The only country that is relatively bullish about the recovery 

is China where life is gradually returning to some form of restricted normality. 

 A new category of consumer spending has emerged from the crisis: „low-touch activities‟, which 

together with digital activities have unsurprisingly seen significant growth since the crisis began. 

These include take-away and delivery services, online gatherings, telemedicine and remote 

learning and exercise. Outdoor and fitness activities, remote learning for oneself, and digital 

entertainment are likely to remain strong in a postcorona world. 

 In contrast, non-grocery shopping in stores and visits to the mall are likely to see a significant 

drop, as is domestic travel. Only going to the store to buy groceries is likely to remain popular 

after restrictions are lifted. 

The Competition Law needs to be enforced against companies that take advantage of the crisis 

by creating cartels and abusing their market power. The governments, both central and state, must step 

up their efforts to curb black marketing and hoarding. Statutory provisions already exist in this regard; 

adequate publicity ought to be given to the same and task force must be constituted at district level to 

take appropriate action under law. Consumers, who lack access to financial services and could be 

susceptible to fraud, must be protected. To alleviate the critical financial condition of consumers the 

government has already announced moratoriums on loan repayments, interest and charges. During 

these difficult times, families are working together to protect all members from harm. Every member is 

assisting in household chores, along with caring for the children and the elderly, developing stronger 

bonds. Post-lockdown as well, the virus will take time to be completely eradicated, making social 

distancing and other measures a part of the long-term future. Common entertainment areas like movie 

halls, sports stadiums, and such venues are likely to restrict attendance to prevent spurts of infection. 

COVID-19 has shown just how critical digital infrastructure is to people and a functioning 

economy. In a situation of lockdown access to trusted online services and information becomes more 

important than ever when the usual access routes to essential goods and services are suddenly 
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disrupted. Internet access for more people should be secured through subsidised devices and data and 

also increasing data allowances. One of the major problems during the pandemic is the issue of fake 

news and misinformation and misleading sales and scams.  Identification and removal of content, 

accounts and groups that spread misinformation on social media must be on priority. Authentic 

information should be available, warning consumers against COVID-19 related scams and how to protect 

themselves in such a scenario. Consumer privacy which assumes importance should be upheld. Though 

personal data plays a pivotal role in slowing down the spread of COVID-19, never the less it must be 

used in a responsible way so that consumer privacy is not compromised. 

  

As this crisis is going to prolong for a long period efforts must be on ensuring that consumers are 

safe, health issues are taken care and right to food is respected. Sustainable consumption needs to be 

promoted while making efforts 

to use local resources. While it 

may seem both fanciful and 

insolent, COVID-19 is an 

opportunity to reduce over the 

longer term the prevalence of 

lifestyles premised on large 

volumes of energy and material 

throughput. At the same time, 

imperatives for social distancing 

to lower the risk of community 

transmission will regrettably 

reinforce commitments to 

individualized rather than public 

and shared modes of 

consumption. Despite what 

appears to be an increasingly dire public health emergency, policy makers should work to ensure that 

the coronavirus outbreak contributes to a sustainable consumption transition. This would be one way to 

offset some of the unfortunate suffering and disruption caused by this event. Slowly life is returning to 

normalcy but it will not be the same as it used to be. New systems and process are required to protect 

the consumers. As a matter of urgency, Consumer Protection Act 2019 should be implemented as it fills 

the gap in protecting the consumers in the changed scenario. The Act provides for setting of the Central 

Consumer Protection Authority which could play an important role in such unprecedented situations. It is 

noteworthy that the act of hoarding, refusal to sell the goods or make them available for sale or to 

provide any service with an intention to raise their cost or that of similar goods or services amounts to 

an „unfair trade practice‟ and kickstarts the redressal and penal mechanism under CPA 2019.  

 

The current pandemic has placed the whole world at a standstill with nations going into lockdown 

to stall the virus‟s relentless march. Still, there is no specific data on when situations will stabilize. What 

is certain is that the people are learning valuable lessons through this global crisis, and life after COVID 

is sure to change for the better. Aristotle, the celebrated philosopher, taught, “It is during our darkest 

moments that we must focus to see the light.” Thus, this is perhaps the right time to look ahead at 

expected improvements in the post-COVID world.  In the meantime, the consumers must follow the 

instructions and take precautions to be safe. 
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Protect yourself and others from the spread COVID-19 

You can reduce your chances of being infected or spreading COVID-19 by taking some simple 

precautions: 

 Regularly and thoroughly clean your hands with an alcohol-based hand rub or wash them with 

soap and water. Why? Washing your hands with soap and water or using alcohol-based hand rub 

kills viruses that may be on your hands. 

 Maintain at least 1 metre (3 feet) distance between yourself and others. Why? When someone 

coughs, sneezes, or speaks they spray small liquid droplets from their nose or mouth which may 

contain virus. If you are too close, you can breathe in the droplets, including the COVID-19 virus 

if the person has the disease. 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Ministry of Health, Govt. of India 

 Avoid going to crowded places. Why? Where people come together in crowds, you are more likely 

to come into close contact with someone that has COVID-19 and it is more difficult to maintain 

physical distance of 1 metre (3 feet). 

 Avoid touching eyes, nose and mouth. Why? Hands touch many surfaces and can pick up viruses. 

Once contaminated, hands can transfer the virus to your eyes, nose or mouth. From there, the 

virus can enter your body and infect you. 

 Make sure you, and the people around you, follow good respiratory hygiene. This means covering 

your mouth and nose with your bent elbow or tissue when you cough or sneeze. Then dispose of 
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the used tissue immediately and wash your hands. Why? Droplets spread virus. By following good 

respiratory hygiene, you protect the people around you from viruses such as cold, flu and COVID-

19. 

 Stay home and self-isolate even with minor symptoms such as cough, headache, mild fever, until 

you recover. Have someone bring you supplies. If you need to leave your house, wear a mask to 

avoid infecting others. Why? Avoiding contact with others will protect them from possible COVID-

19 and other viruses. 

 If you have a fever, cough and difficulty breathing, seek medical attention, but call by telephone 

in advance if possible and follow the directions of your local health authority. Why? National and 

local authorities will have the most up to date information on the situation in your area. Calling in 

advance will allow your health care provider to quickly direct you to the right health facility. This 

will also protect you and help prevent spread of viruses and other infections. 

 Keep up to date on the latest information from trusted sources, such as WHO or your local and 

national health authorities. Why? Local and national authorities are best placed to advise on what 

people in your area should be doing to protect themselves. 

Safe use of alcohol-based hand sanitizers 

To protect yourself and others against COVID-19, clean your hands frequently and 

thoroughly. Use alcohol-based hand sanitizer or wash your hands with soap and water. If you use 

an alcohol-based hand sanitizer, make sure you use and store it carefully. 

 

 

 

 

 

 

 

 

 

 

 

 

       Source: Ministry of Health, Govt. of India 
 

o Keep alcohol-based hand sanitizers out of children‟s reach. Teach them how to apply the 

sanitizer and monitor its use. 

o Apply a coin-sized amount on your hands. There is no need to use a large amount of the 

product. 

o Avoid touching your eyes, mouth and nose immediately after using an alcohol-based hand 

sanitizer, as it can cause irritation. 

o Hand sanitizers recommended to protect against COVID-19 are alcohol-based and 

therefore can be flammable. Do not use before handling fire or cooking. 

o Under no circumstance, drink or let children swallow an alcohol-based hand sanitizer. It 

can be poisonous.  

o Remember that washing your hands with soap and water is also effective against COVID-

19. 
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After attaining new heights in terms of volume and value of transactions since October 2019, 

Unified Payments Interface (UPI) recorded a slight fall in March, when lockdown was first imposed, and 

the volume of transactions tumbled 20% in April as a result of complete lockdown. 

But cashless mode of payments got back on track in May and UPI registered 1.23 billion 

transactions amounting to Rs 

2,18,392 crore or Rs 2.18 trillion 

— the second-highest value of 

transactions for the NPCI-owned 

digital payments railroad since its 

inception in 2016.  According to 

two Entrackr sources, Google Pay 

recorded 541 million transactions 

in May followed by PhonePe with 

444 million and Paytm with 124 

million. In the previous month, 

Google Pay‟s volume stood at 430 

million while PhonePe and Paytm 

did 365 million and 125 million 

respectively. 

The surge in volume and value was mainly driven by the three companies which collectively 

control a 90% market share in UPI. If we put aside Paytm, which has reduced its dependency on UPI, 

Google Pay and PhonePe together have 80% control on the overall UPI transactions. 

Google Pay had more than 75 million transacting users in May followed by 60 million users by 

Flipkart-owned PhonePe, according to a recent report by TechCrunch. Paytm had 30 million transacting 

users last month. Paytm also confirmed that the digital payments company had 10 million users 

transacting each day in May.  

To recall, PhonePe had processed 180 million in volume through P2M in April whereas Google Pay 

and Paytm‟s respective transactions were recorded at 164 million and 69 million. 

UPI transactions now account for 41 per cent of total mobile banking transactions in value, up 

from 14 per cent in January 2018 and the government is now taking even more steps to aggressively 

promote digital payments via UPI in ongoing lockdowns. 

 

 

 

 

 These have been trying times for the entire humanity. The Corona virus pandemic has 

touched over 200 countries and more than half the world has been under lockdown. Factories and shops 

have been closed and a large majority of people have been surviving only on essential goods and 

services. During this time when many corporate houses, manufacturers and NGOs have been helping 

people in need, consumers have reported that there are some sellers, who have been overcharging them 

for essential products. Local Circles conducted a 2-poll survey and asked consumers for feedback from 

Digital Payments Surge during Lockdown 
 

Charging over MRP during lockdown: Consumers find MRP Compliance better on        

e-Commerce Apps, as Compared to Local Retail Stores 
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their buying experiences from the past 40-days during the lockdown. The survey received over 16,000 

responses from 244 districts of the country. The first question asked citizens in the last 4 weeks of 

lockdown period, were they or their family members charged more than MRP for a packaged item by a 

retail store (at store or delivery) etc. Surprisingly, 39% answered in a „yes‟ while 52% answered in a „no‟. 

While the local trader/retailer has come to the assistance of the consumer by providing essential 

supplies, some have clearly taken advantage of the situation and sold products above MRP. Many 

complaints were received in this regard about sanitizers and masks in the first two weeks of the lockdown. 

Another model that has become common since the lockdown is local traders and retailers taking orders on 

WhatsApp or via phone and then delivering the necessary supplies. According to consumers, in many such 

transactions, the receipt that is being furnished is not an actual receipt but a hand written total on a piece 

of paper. This is one of the most 

common areas where charging 

over MRP has been reported. E-

commerce platforms fared better 

in this department. Most large 

ecommerce platforms have been 

complying with the Government‟s 

orders of displaying MRP of all 

products on the websites/apps 

and cases of consumers being 

charged above MRP by sellers on 

these electronic platforms have 

not been reported frequently. 

When asked in the last 4 weeks of 

lockdown period, were they or their family members charged more than MRP for a packaged item by an e-

Commerce platform. In this case, only 21% answered in a „yes‟ while 54% answered in a „no‟. 25% said 

they were unsure about it. 

Consumers have highlighted cases where leading grocery apps as well food delivery apps are also 

charging above MRP for certain products. The grocery app listed sanitizers at old prices and continued to 

sell them at that price despite the Government order to sell 100 ml sanitizer for 50 rupees. The issue 

outlined by the consumers was that while the first unit was sold at Government mandated price, from 

second unit on the old MRP was applied leading to overcharging situation. The food delivery apps on the 

other hand have been reported to listing products at a MRP higher than published MRP and then applying 

additional delivery charges. The findings show that the percentage of retail stores that overcharged 

consumers during the lockdown were almost double of that of e-commerce apps. 

 

 

 

As announced in the Union Budget earlier, Finance Minister Nirmala Sitharaman formally 

launched the facility for instant allotment of PAN card using Aadhaar-based e-KYC. The facility is now 

available for all those Permanent Account Number (PAN) applicants who possess a valid Aadhaar number 

and have a mobile number registered in the UIDAI database. 

Issued on a near to real time basis, the allotment process is paperless and an electronic PAN (e-PAN) is 

issued to the applicants free of cost by the Income Tax Department. 

 Free Instant PAN Card Facility through Aadhaar Launched 
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Although the facility of instant PAN through Aadhaar based e-KYC was launched formally on 28th May, 

2020, however, its „Beta version‟ on trial basis has been on the e-filing website of I-T department since 

February. In a release, the department said since then more than 6.7 lakh instant PAN cards have been 

allotted to taxpayers. The turnaround time has been just about 10 minutes. 

The process for applying for 

instant PAN card is extremely simple. 

Go to the e-filing website of the 

Income Tax Department, share your 

Aadhaar number and submit the OTP 

generated on the Adhaar registered 

mobile number. On completion of this 

process, a 15-digit acknowledgment 

number will be generated. Once 

allotted, the e-PAN card can be 

downloaded from the portal. The e-

PAN is also sent to applicant on the 

email id, if registered with Aadhaar. 

The income tax department said as on May 25th, a total of 50.52 crore PANs have been allotted to 

taxpayers, out of which, around 49.39 crore are allotted to individuals and more than 32.17 crore are 

seeded with Aadhaar so far. 

It is mandatory to link your PAN card with Aadhaar within June 30 this year, failing which it will become 

inoperative. The Income Tax Department has also allowed all income tax payers to use their Aadhaar 

number in lieu of PAN. 

 

 

 

India, along with the rest of the world is going through a very difficult phase. While the world is 

battling to survive the deadly pandemic COVID-19, everyone is 

doing their bit to help each other see the light at the end of the 

tunnel. Consumer electronics brands have also come forward to 

help their customers with their warranty period. Most of us are 

under lock-down and we are unable to move out of our houses, 

except for essential goods procurement or any other emergencies. 

If you have bought a mobile and if you feel that your warranty 

period is getting lapsed, during this hard time, a few mobile brands 

have come up with plans to extend that warranty period for you. 

 

 

 

 

 

Electronics, Phone Makers Extend Warranty Period Amid Coronavirus Lockdown 
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