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ABSTRACT 

 The consumer Disputes Redressal agencies which are established by the Government 

of India to protect and providing speedy and inexpensive justice to the aggrieved consumers 

are functioning in each of the district, state and at national level. This study critically 

examines the working and performance of redressal agencies functioning at all levels.  The 

performance is analyzed based on the number of cases filed, disposed and pending at the 

national commission, state commissions and the District forums.  It is evident from the 

analysis that the district forums performance is better compared to others and the national 

commission and state commissions have to review their working so that the pending cases 

can be disposed at a faster rate which will facilitate ultimate justice to consumers on the 

accurate time. The researcher agrees with the common saying, that Justice delayed is Justice 

denied  
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INTRODUCTION 

       Consumers of today are being exploited by many unscrupulous business men and 

business organizations in the form of adulteration, sale of duplicates, false and misleading 

advertisement, defective packaging, sale of spurious products, poor after sales services and 

the like.  Due to advancement in science and technology, the speed with which these products 

and services are turned out are far ahead of the speed of the consumers in understanding and 

evaluating them. To evaluate the products and services he needs expert knowledge, which is 

usually beyond his capability. This makes him difficult for a comparative analysis to 
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ascertain whether the product or service is worth for its price.  In the absence of a reliable 

agency to provide true and fair information, the consumers have to rely on the information 

provided by the traders.  The Government of India realizing the need of consumer protection 

and eliminating the consumer exploitations enacted many acts. Among those, the very 

important beneficiary for the consumers is the consumer protection Act 1986. It has set up 

three tier judicial machineries which consist of National commission, State Commissions and 

District Forums to protect and promote the consumer’s interest through speedy redressal of 

their grievances. These judicial agencies will observe the principles of natural justice and 

have been empowered to give relief of a specific nature and wherever appropriate 

compensation to consumers. The orders of a District Forum, State Commission and those of 

National Commission are enforceable in the manner of an order made by a court in a civil 

suit. The national commission is set up by central government, the state commissions and the 

District forums are set up in each state and district respectively by the concerned state 

government. 

STATEMENT OF THE PROBLEM 

 The main purpose for which the Consumer Protection Act 1986 was enacted was to 

impart speedy and inexpensive justice to the consumer. However with the passage of time 

these forums have also assumed the same character as is practiced by the civil court. The 

delaying tactics, the engagement of lawyers and other legal battles have marred the efficacy 

of the forums created by the Act. They have been losing their importance gradually, and the 

purpose for which the redressal agencies were created is slowly being frustrated. In such a 

situation this study analyses at what extent the redressal agencies disposed the cases speedily 

at national, state and district levels and also suggest certain remedial measures to improve its 

efficacy. Therefore the present study has been undertaken.  

OBJECTIVES 

         The present study aims at achieving the following objectives 

 

1. To elaborate the state of affairs of cases filed, disposed and pending at national, 

state and district level agencies in India 

2. To compare the performance of efficacy of consumer disputes redressal agencies 

at all levels. 

3. To point out the diverse problems being faced by redressal agencies and ends up 

certain suggestions for their betterment. 

MATERIALS AND METHODS 

 The Study which is investigative in nature, attempts to examine the working 

performance of consumer disputes redressal agencies functioning at national, state and 

district level of India. The present study is analyzed only with the secondary data.  The 

secondary data has been collected from Journals published by the voluntary consumer 

organization in India, e-journals, websites and articles related to consumer protection. 

 The Secondary data were analyzed by using simple percentage.  Simple percentage is 

used to find out the tendency of cases filed, disposed and pending with the redressal agencies 

at central, state and district levels. 
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ANALYSIS AND INTERPRETATION 

Table 1.The working performance of all state commissions of India since their inception                                    

S 

. No 
Name of the State 

No. of Cases filed 

Since inception 

No. of Cases 

disposed of 

since inception 

No. of 

Cases 

pending 

% of   

disposal 

% of 

pending 

1.  Andhra Pradesh 30778 29563 1215 96.05 3.95 

2.  A & N islands 42 38 4 90.48 9.52 

3.  Arunchal Pradesh 68 66 2 97.06 2.94 

4.  Assam 2687 2318 369 86.27 13.73 

5.  Bihar 17332 12087 545 69.74 30.26 

6.  Chandigarh 13292 13186 106 99.20 0.80 

7.  Chhattisgarh 9710 8950 760 92.17 7.83 

8.  Daman Diu&DNH 25 20 5 80.00 20.00 

9.  Delhi 37666 34714 2952 92.16 7.84 

10. Goa 2524 2481 43 98.30 1.70 

11. Gujarat 49089 44684 4405 91.03 8.97 

12. Haryana 44448 43848 600 98.65 1.35 

13. Himachal Pradesh 8550 8405 145 98.30 1.70 

14. Jammu& Kashmir 6727 6170 557 91.72 8.28 

15. Jharkhand 5271 4774 497 90.57 9.43 

16. Karnataka 47408 43622 3786 92.01 7.99 

17. Kerala 27053 25353 1700 93.72 6.28 

18. Lakshadweep 18 16 2 88.89 11.11 

19. Madhya Pradesh 45448 39105 6343 86.04 13.96 

20. Maharashtra 61594 48510 13084 78.76 21.24 

21. Manipur 139 96 43 69.06 30.94 

22. Meghalaya 262 175 87 66.79 33.21 

23. Mizoram 209 204 5 97.61 2.39 

24. Nagaland 25 6 19 24.00 76.00 

25. Odisha 22360 16036 6324 71.72 28.28 

26. Puducherry 979 961 18 98.16 1.84 

27. Punjab 31967 28328 3639 88.62 11.38 

28. Rajasthan 55338 50173 5165 90.67 9.33 

29. Sikkim 53 50 3 94.34 5.66 

30. Tamilnadu 25582 23265 2317 90.94 9.06 

31. Tripura 1584 1528 56 96.46 3.54 

32. Uttar Pradesh 70995 43262 27693 60.97 39.03 

33. UttaraKhand 5099 4174 925 81.86 18.14 

34. West Bengal 21204 18173 3031 85.71 14.29 

 Total 645486 554341 91145 85.88 14.12 

Source – National Consumer Disputes redressal Commission New Delhi 
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          Analysis of Table 1 depicts that total number of cases filed are 6, 45,486 out of which 

5, 54,341 cases have been disposed of in all the state commissions since their inception. It is 

evident that majority of the commissions had very high disposal percentage of cases. 

Chandigarh state commission is the top most performer in terms of percentage of success in 

case disposals with 99.20 percent followed by Haryana with 98.65 percent, Goa and 

Himachal Pradesh with 98.30 percent each, Puducherry with 98.16 percent and Mizoram with 

97.61 percent. All the state commissions together achieved 85.88 percent of success in terms 

of disposal of cases. Out of the 34 commissions Nagaland, Uttar Pradesh, Meghalaya, 

Manipur and Bihar each has lower disposal percentage as compared to the overall average 

disposal rate of 85.88 percent. In total 24 commissions crossed the average percentage of 

success in terms of case disposals. 

 

          It is also perceived that the total number of cases filed are 6, 45,486 out of which 

91,145 cases are pending as on 01.08.2014.The overall average pendency rate is 14.12 

percent. Further 5 commissions with high percentage of pendency of cases are Nagaland, 

Uttar Pradesh, Meghalaya, Manipur and Bihar with 76 percent, 39.03 percent, 33.21 percent, 

30.94 percent and 30.26 percent respectively. Out of the 34 state /union territory redressal 

commissions, 10 commissions have pendency rate more than the overall average pendency 

rate of 14.12 percent. Chandigarh is on the top redressal commission with least pendency rate 

of 0.80 percent. 

 

            The table under analysis reveals that 34, 42,730 cases have been filed out of which 31, 

76,518 cases (92.27 percent) have been disposed of by the district forums of India. The 

overall average disposal rate of 92.27 percent reflects high disposal rate in comparison with 

national and state commissions of India and it is a sign of efficient functioning of the district 

forums functioning at state and union territory level. It is further noticed that Punjab, 

Chandigarh and Manipur state district forums stood first, second and third with 97.79 percent, 

97.65 percent and 97.59 percent respectively on the basis of disposal rate of cases and the 

district forums of Mizoram was the lowest with 81.33 percent. In overall district forums of 19 

states and union territories crossed the average percent of success in terms of case disposals. 

 

      It is also noticed that the total number of cases filed are 34, 42,730 out of which 2, 66,212 

cases are pending before the district forums of India as on 01.08.2014.The overall average 

pendency rate is 7.73 percent. Besides the district forums of 15 states/union territories have 

pendency rate more than the overall average pendency rate and the rate is the highest for the 

district forums of Mizoram followed by district forums of Lakshadweep, Arunachal Pradesh 

and Uttar Pradesh with 18.67 percent, 15.58 percent, 14.22 percent and 12.77 percent 

respectively. The district forums of Punjab are the top performer with the lowest pendency 

rate of 2.21 percent. 
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Table 2:  Performance analysis of District consumer disputes redressal forums in India 

Sl. 

No 

Name of the State No. of Cases 

filed Since 

inception 

No. of Cases 

disposed of since 

inception 

No. of 

Cases 

Pending 

% of 

disposal 

% of 

pending 

 

1.  Andhra Pradesh 197847 191535  6312 96.81 3.19 

2.  A & N islands 330 301 29 91.21 8.79 

3.  Arunchal Pradesh 408 350 58 85.78 14.22 

4.  Assam 13704 11976 1728 87.39 12.61 

5.  Bihar 94345 81161 13184 86.03 13.97 

6.  Chandigarh 49379 48218 1161 97.65 2.35 

7.  Chhattisgarh 39917 36829 3088 92.26 7.74 

8.  Daman Diu& DNH 162 144 18 88.89 11.11 

9.  Delhi 249505 234740 14765 94.08 5.92 

10. Goa 6691 6245 446 93.33 6.67 

11. Gujarat 187240 176132 11108 94.07 5.93 

12. Haryana 231459 217895 13564 94.14 5.86 

13. Himachal Pradesh 59931 56919 3012 94.97 5.03 

14. Jammu& Kashmir 20792 18855 1937 90.68 9.32 

15. Jharkhand 35437 31628 3809 89.25 10.75 

16. Karnataka 169253 159489 9769 94.23 5.77 

17. Kerala 189937 180500 9437 95.03 4.97 

18. Lakshadweep 77 65 12 84.42 15.58 

19. Madhya Pradesh 198331 183829 14502 92.69 7.31 

20. Maharashtra 273203 249210 23993 91.22 8.78 

21. Manipur 1037 1012 25 97.59 2.41 

22. Meghalaya 847 750 97 88.55 11.45 

23. Mizoram 3466 2819 647 81.33 18.67 

24. Nagaland 290 266 24 91.72 8.28 

25. Odisha 96218 88912 7306 92.41 7.59 

26. Puducherry 3002 2772 230 92.34 7.66 

27. Punjab 166164 162493 3671 97.79 2.21 

28. Rajasthan 315509 285122 30387 90.37 9.63 

29. Sikkim 323 299 24 92.57 7.43 

30. Tamilnadu 107549 100663 6886 93.60 6.40 

31. Tripura 3071 2944 127 95.86 4.14 

32. Uttar Pradesh 595574 519542 76032 87.23 12.77 

33. UttaraKhand 36602 33901 2701 92.62 7.38 

34. West Bengal 95130 89002 6128 93.56 6.44 

 Total 3442730 3176518 266212 92.27 7.73 

Source – National Consumer Disputes redressal Commission New Delhi 
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Table 3: Performance analysis of consumer disputes redressal agencies at national, state and 

district levels 

Sl 

no 

Name of the agency No. of Cases filed 

since inception 

No. of Cases 

disposed 

of since inception 

No. of 

Cases 

pending 

% of 

disposal 

% of 

pending 

 1     National commission 89,495 77,770 11,725 86.90 13.10 

 2 State commissions 6,45,486 5,54,341 91,145 85.88 14.12 

 3 District Forums 34,42,730 31,76,518 2,66,212 92.27 7.73 

       Total 41,77,711 38,08,629 3,69,082 91.17 8.83 

Source – National Consumer Disputes redressal Commission New Delhi 

         From the above statistics it is clear that all the three major agencies are showing good 

performance since from its perception. National commission statistics shows that it has less 

number of cases filed with a figure of 89,495 till 01.08.2014.Of them 77,770 cases have been 

disposed off whereas 11,725 cases are still pending. The table clearly exhibits that 86.90 

percent of cases filed since inception of national commission have been disposed of and 

13.10 percent are still pending. It is evident that the national commission is functioning 

effectively to redress the grievances of the consumers at national level. The state 

commissions are showing slight lower success rate when compared to the national 

commission. The total number of cases filed in the state commissions of India till 01.08.2014 

is 6, 45,486,out of which 85.88 percent of cases have been disposed of and the remaining 

14.12 percent was at pendency. It is evident that the state commissions are trying their level 

best but the percentage of cases disposed is less when compared to national commission. 

However the District forums are very impressive with the success rate of 92.27 percent. The 

total number of cases filed in the District forums of India till 01.08.2014 is 34, 42,730 and 

exhibits that 92.27 percent of the cases filed since inception of District forums in India have 

been disposed of and only 7.73 percent is pending. From the above, it is clear that the role 

and performance of district forums are far better than the national commission and state 

commissions 

        Hence from the above statistics it is to be observed that more number of cases was filed 

in district forums and less number of cases was filed in national commission. In terms of 

disposal of cases, district forums are ahead with the success rate of 92.27 percent. When it 

comes to the national and state commissions, the national commission is second best success 

rate of 86.90 percent and the state commissions are achieved with a success rate of 85.88 

percent. The total aggregate figures are showing that the total number of consumer cases filed 

in India after the inception of redressal agencies were 41, 77,711 and the number of cases 

disposed were 38, 08,629. The number of cases still in pending were 3, 69,082. The 

percentage of cases solved in all the redressal agencies were 91.17 percent and the overall 

pendency rate was 8.83 percent. 

 

RESULTS 

          From the overall analysis the following findings are made by the researcher 

1)Among the state commissions, Chandigarh state commission stood first in terms of 

high disposal rate of 99.20 percent. The least is Nagaland state commission with 24 

percent.2)The number of state and union territory commissions whose performance is 

higher than the average percentage of success in terms of cases disposed is 24. 3)The 

District forums of Punjab had achieved the highest disposal rate of 97.79 percent where 
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as the District forums of Mizoram was the least with 81.33 percent.4)The District forums 

of 19 states and union territories whose performance is higher than the average 

percentage of success (92.27 percent) in terms of cases disposed. 5)On the basis of 

disposal rate of cases, agencies at District level are on the top with 92.27 percent, 

followed by National level (86.90 percent) and state level (85.88 percent).  

It is observed that the performance of all the three agencies seems to be quite 

satisfactory so far as disposal percentage is concerned  

 

CONCLUSION 

             Consumer protection is always a matter of great concern and consumer disputes 

redressal machineries are playing a vital role to protect the interest of consumer by providing 

justice specifically to the aggrieved consumers. In order to implementing the above remedial 

measures the government would step up the efficacy of  redressal agencies at all levels, which 

in turn benefit all litigants to avail speedy justice and betterment of consumer welfare in the 

years to come. 
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