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Abstract 

E-commerce has revolutionized the Indian marketplace by enabling electronic transactions over the internet 

and transforming traditional business practices. While it offers convenience, accessibility, and global reach, 

it also raises concerns regarding consumer safety, product authenticity, and grievance redressal. This paper 

examines the growth of e-commerce in India, its operational models, and the challenges faced by 

consumers. It critically analyses the legal framework under the Consumer Protection Act, 2019 and the 

Consumer Protection (E-Commerce) Rules, 2020. The study further evaluates how strengthening consumer 

protection contributes to the national vision of Viksit Bharat, focusing on a transparent, secure, and 

inclusive digital economy. 
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1. Introduction 

E-commerce refers to the conduct of business transactions electronically over the internet. The Indian e-

commerce market has witnessed phenomenal growth due to increased internet penetration, Smartphone 

usage, and digital payment systems. Consumers are increasingly purchasing goods and services online, 

including through telemarketing and digital platforms. E-commerce empowers consumers by enabling 

them to conduct transactions independently, offering convenience, reliability, and a potentially unlimited 

marketplace. It allows businesses to focus on selling products and services efficiently using advanced 

technologies. However, this transformation has also introduced challenges such as fraud, delayed delivery, 

defective products, and lack of accountability. 

2. Objectives of the study 

1. To analyze the growth, significance and historical background, and models of e- commerce. 

2 To evaluate the effectiveness of the consumer protection Act 2019. 

3. To discuss about the critical issues related to the e-commerce and    

     Consumer protection in India. 

4. To discuss about E-Commerce and the Vision of Viksit Bharat. 

3. Significance of the study: 

This study provides a critical look at how ease of doing business must be balanced with ease of justice for 

the consumers. The study highlights how a robust legal framework prevents market failure in the digital 

economy. 

4. Scope of the study 

The present study centered on developments in the ecommerce, consumer protection legal framework and 

its critical issues 

5. Methodology of the study: 

The data collected purely based on the secondary sources including the gazette of the India, NITI ayog, 

vikasith bharath documents and National consumer helpline data. 

https://ijvra.org/


INTERNATIONAL JOURNAL OF VERSATILE RESEARCH AND ANALYSIS (IJVRA) 
© 2026 IJVRA | Volume 4, Issue 3, March 2026 | ISSN: 2984-8903 | IJVRA.ORG 

 

IJVRA2603870 International Journal of Versatile Research and Analysis (IJVRA) www.ijvra.org)  

 

708 

5. Findings and Discussions  

5.1 Growth and Significance of E-Commerce in India 

India has experienced a rapid rise in the number of internet users and online consumers. The expansion of 

digital infrastructure and online payment systems has contributed to the growth of e-commerce platforms. 

India’s ecommerce market is projected to reach $13 billion by 2026 driven by tier-2 and tier -3 cities. E-

commerce has become an integral part of India’s economic system, contributing significantly to GDP and 

employment generation.  There is tremnoundous growth in the areas of online retail and digital transactions, 

Expansion of telemarketing and online services ,Growth in sectors such as textiles, electronics, travel, and 

banking , Rising employment in logistics and warehousing  E-commerce originated in the late 1970s with 

technologies with  Electronic Data Interchange (EDI)  & ,Electronic Funds Transfer (EFT).  

The 1980s saw the growth of credit cards, ATM services, and telephone banking. The invention of the 

World Wide Web marked a turning point, enabling consumers to purchase goods and services online using 

secure payment systems. 

E-commerce operates through various business models such as B2C, B2B, C2C, B2G etc. Business-to-

Consumer (B2C) 

Businesses sell directly to consumers through online platforms. This model includes services such as 

online banking, travel booking, and e-retailing. 

Business-to-Business (B2B) 

Transactions occur between businesses, involving supply chains, procurement, and financial services. 

Consumer-to-Consumer (C2C) 

Consumers interact with other consumers through online platforms, including auction-based websites and 

resale markets. 

Business-to-Government (B2G) 

Businesses engage with government agencies through online systems for tenders, procurement, and 

policy-related services. 

E-commerce offers several benefits such as Convenience and 24/7 accessibility, Reduced transaction costs, 

Global market reach, Enhanced customer engagement and Efficient order management and automation.  E-

advertising and e-marketing have revolutionized traditional marketing strategies by enabling personalized 

advertisements and real-time product availability. 

Despite its advantages, e-commerce presents several challenges such as Non-delivery or delayed delivery 

of goods, Supply of defective or substandard products, Lack of warranty or guarantee documentation, 

Misleading advertisements and hidden conditions, Cybercrime and data breaches, Difficulty in identifying 

sellers and filing complaints, Consumers often face difficulties in seeking redressal due to lack of 

transparency and accountability among e-commerce entities. 

5.2. Evolution of Consumer Protection in India 

Traditionally, consumers could physically inspect goods before purchase. However, with the rise of e-

commerce, transactions occur without direct interaction, increasing the risk of exploitation. 

The earlier Consumer Protection Act, 1986 was insufficient to address digital commerce issues. This led 

to the enactment of the Consumer Protection Act, 2019, which modernized consumer laws and included 

e-commerce within its scope. 

5.3 Legal Framework: Consumer Protection Act, 2019 

The consumer protection Act 2019 envisages the labiality models the detailed findings on product liability 

where e-commerce  platforms can now be held liable for defective goods if they provide a description that 

is misleading this brings the transparency through the requirements for displaying total price expiry dates, 

and refund policies before the consumer markets a purchase,  A significant signal is the rise in e-daskhil 

(online Filling of the cases showing increased consumer litigiousness in the digital age even the consumer 

protection is no longer is seen as a hurdle for business but as a prerequisite for the high trust society 

envisioned for Viksit bharath 2047. 

https://ijvra.org/


INTERNATIONAL JOURNAL OF VERSATILE RESEARCH AND ANALYSIS (IJVRA) 
© 2026 IJVRA | Volume 4, Issue 3, March 2026 | ISSN: 2984-8903 | IJVRA.ORG 

 

IJVRA2603870 International Journal of Versatile Research and Analysis (IJVRA) www.ijvra.org)  

 

709 

 Establishment of the Central Consumer Protection Authority (CCPA)  

 Introduction of product liability  

 Regulation of misleading advertisements  

 Inclusion of e-commerce transactions  

 Provision for mediation and speedy dispute resolution  

5.4. Consumer Protection (E-Commerce) Rules, 2020 

The E-commerce 2020 Rules mandates for Grievance Redressal Officers nodes of origin for products and 

strict prohibitions on Dark patterns (Deceptive UI) the establishment of the central consumer protection 

Authority (CCPA) as per regulator with investigative wings to handle class action suits.  These rules 

specifically regulate online marketplaces and impose obligations such as: 

 Mandatory registration of e-commerce entities  

 Disclosure of seller details and product information  

 Transparent return, refund, and exchange policies  

 Appointment of grievance officers  

 Prohibition of unfair trade practices  

5.5. Role of Other Laws 

 Information Technology Act, 2000  

 Indian Evidence Act, 1872 (amended for electronic records)  

 Reserve Bank of India Act, 1934 (for electronic payments)  

These laws collectively strengthen the legal framework for consumer protection in digital transactions. 

5.6 E-Commerce and Consumer Protection: Critical Issues 

 Lack of awareness among consumers  

 Weak enforcement mechanisms  

 Jurisdictional challenges in cross-border transactions  

 Inadequate grievance redressal systems  

There is a need for stronger regulatory oversight and improved consumer education. 

5.7 E-Commerce and the Vision of Viksit Bharat 

The vision of Viksit Bharat emphasizes a developed, inclusive, and digitally empowered India. E-

commerce plays a crucial role in achieving this vision: 

1 Digital Empowerment 

E-commerce enables consumers to access goods and services across geographical boundaries. 

2 Economic Growth 

It contributes to employment generation, entrepreneurship, and increased economic activity. 

3 Consumer-Centric Governance 

Strong consumer protection laws ensure fairness, transparency, and accountability. 

4 Inclusive Development 

E-commerce platforms provide opportunities for small businesses and rural entrepreneurs. 
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6. Suggestions and Recommendations 

 Strengthening enforcement of e-commerce regulations  

 Enhancing consumer awareness and digital literacy  

 Establishing robust grievance redressal mechanisms  

 Promoting transparency in online transactions  

 Updating laws to address emerging technologies  

7.  Conclusion 

E-commerce has transformed the Indian economy by providing convenience and expanding market access. 

However, it has also introduced significant challenges for consumer protection. The Consumer Protection 

Act, 2019 and the E-Commerce Rules, 2020 represent a major step towards safeguarding consumer rights 

in the digital age. For India to achieve the vision of Viksit Bharath, it is essential to ensure a secure, 

transparent, and consumer-friendly e-commerce ecosystem. Strengthening legal frameworks, improving 

enforcement, and empowering consumers will be key to achieving sustainable and inclusive growth. 
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