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Abstract: The latest Consumer Protection Act, 2019 introduced a comprehensive framework for product liability in India,
holding manufacturers, sellers, and service providers accountable for harm caused by defective products. However, the
effectiveness of these provisions largely depends on the level of consumer awareness. This study aims to examine consumer
awareness regarding product liability rights through an empirical approach. Primary data was collected from 110 respondents
using a structured questionnaire. The findings reveal that while a majority of consumers are aware of the existence of the
Act, there is a significant gap in understanding the procedures for filing complaints and exercising legal remedies. The study
also highlights that despite experiencing defective products, very few consumers take legal action. The research concludes
that increased awareness campaigns, simplified procedures, and enhanced digital accessibility are essential to strengthen the
practical implementation of product liability provisions.
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INTRODUCTION

The rapid expansion of consumer markets and technological innovation has significantly increased the variety and
complexity of products available to consumers. While this growth has improved accessibility and convenience, it has
simultaneously raised concerns regarding the safety, reliability, and quality of goods and services offered in the market.
Defective or unsafe products have the potential to cause substantial harm to consumers, including physical injury, financial
loss, and psychological distress. In response to these concerns, legal systems across the world have developed mechanisms
to ensure that manufacturers, service providers, and sellers remain accountable for the products they place in the market.?
One such mechanism is the doctrine of product liability, which establishes the responsibility of manufacturers and other
entities in the supply chain for harm caused by defective products. In India, the enactment of the Consumer Protection Act,
2019 marked a significant advancement in consumer protection law by introducing a comprehensive statutory framework
governing product liability.2 The Act formally recognizes the right of consumers to seek compensation from manufacturers,
product sellers, and service providers when harm is caused due to manufacturing defects, design defects, inadequate
warnings, or deviations from express warranties.® By codifying product liability principles, the legislation aims to strengthen
consumer rights and enhance corporate accountability in the marketplace. Despite the availability of such legal protections,
the effectiveness of consumer protection laws largely depends on the level of awareness among consumers regarding their
rights and available remedies.* In this context, understanding the extent to which consumers are aware of their product
liability rights becomes crucial for evaluating the effectiveness of consumer protection legislation. Therefore, this study seeks
to examine the level of consumer awareness regarding product liability rights under the Consumer Protection Act, 2019.
Through an empirical approach involving data collection and analysis, the research aims to identify the degree of knowledge
consumers possess about product liability provisions, the factors influencing such awareness, and the challenges consumers
face in exercising their legal rights. By exploring these aspects, the study intends to contribute to the broader discourse on
consumer protection and highlight the importance of legal awareness in ensuring effective enforcement of product liability
laws.

! Vincent S. Walkowiak, ‘Product Liability: Litigation and the Concept of Defective Goods: Reasonableness Revisited’
(1979) 44(4) Journal of Air Law and Commerce 705, 707.

2 Avtar Singh, Law of Consumer Protection: Principles and Practice (6th ed. 2018).

3 Richard A. Epstein, ‘The Unintended Revolution in Product Liability Law’ (1988) 10 Cardozo Law Review 2193, 2200.
4 Ministry of Consumer Affairs, Food & Public Distribution, Report on the Implementation of the Consumer Protection
Act, 2019 (2022).
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REVIEW OF LITERATURE

Ashok R. Patil® (2022) in his paper “Product liability action: A tooth to strengthen Consumer Protection”, examined the
concept of product liability under the Consumer Protection Act, 2019 and emphasized its role in strengthening consumer
protection. The study highlights that the Act imposes liability on manufacturers, sellers, and service providers for harm
caused by defective products. It further notes that product liability provisions enhance accountability and promote product
safety in the marketplace. However, the study primarily focuses on the legal framework and does not assess the level of
consumer awareness regarding these rights.

Sidharth Joshi (2021)® in his paper titled “Effectiveness of the Consumer Protection Act 2019”,critically examines the
effectiveness of the Consumer Protection Act, 2019 in protecting consumer rights and addressing challenges in the digital
marketplace. The study highlights important provisions such as product liability, e-commerce regulation, mediation, and
stricter penalties for misleading advertisements. It observes that these provisions enhance accountability among
manufacturers, sellers, and service providers. However, the research also notes that the effectiveness of the Act is limited
due to low consumer awareness, infrastructural deficiencies, and challenges in enforcement.

Prof. Ashutosh V. Panchbhai ans Ors. (2022)7, in their study named “Product liability law in India - A critique”, study
examines the evolution of product liability law in India with special focus on the Consumer Protection Act, 2019. It explains
that earlier legal remedies for consumers were scattered across different laws and were not fully effective. The authors discuss
the responsibilities of manufacturers, sellers, and service providers for defective products. They also highlight certain gaps
and drafting issues in the law that need improvement.

Narsale Pravin Babasaheb & Sunil Kulhare (2025)%, “Comparative Study of Consumer Protection Act, 1986 and 2019: A
Legal Analysis”, in their study named analyses the evolution of consumer protection laws in India through a comparison of
the Consumer Protection Act, 1986 and the Consumer Protection Act, 2019. The author explains that the 1986 Act laid the
foundation for protecting consumer rights and created a three-tier dispute redressal mechanism. However, due to the growth
of digital markets and e-commerce, the earlier law became inadequate. The 2019 Act introduced important reforms such as
product liability, mediation, regulation of e-commerce, and the establishment of the Central Consumer Protection Authority,
thereby strengthening consumer protection in the modern marketplace.

Pranjal Choubey (2025)%in her research named “Product Liability Under Consumer Protection Act 2019, the author
highlights that the Act expands the scope of liability by holding manufacturers, product sellers, and service providers
responsible for harm caused by defective products. The study further emphasizes that the legislation strengthens consumer
rights by providing clearer remedies and compensation mechanisms. However, the work mainly adopts a doctrinal approach
and does not analyze the extent to which consumers are aware of these product liability rights in practice.

RESEARCH GAP

Most existing studies focus on the legal framework and provisions of product liability under the Consumer Protection Act,
2019 and explain the responsibilities of several players in each level. However, these studies are largely doctrinal and
emphasize legal analysis rather than practical implementation. Limited research has been conducted on the level of consumer
awareness regarding product liability rights. There is also a lack of empirical evidence on whether consumers understand
and exercise these rights in real situations. Therefore, an empirical study is needed to examine consumer awareness and the
practical effectiveness of product liability provisions.

5 Patil, Ashok R. Prof. (Dr.) (2022) “PRODUCT LIABILITY ACTION: A TOOTH TO STRENGTHEN CONSUMER
PROTECTION,” International Journal on Consumer Law and Practice: Vol. 10, Article 6.

® Sidharth Joshi (2021) “Effectiveness of the Consumer Protection Act 2019” International Journal of Legal Science and
Innovation

" Prof. Ashutosh v. Panchbhai, Dr. Vivek V. Nemane, Dr. Vaibhav B. Sonule “PRODUCT LIABILITY LAW IN INDIA-A
CRITIQUE” Journal of Positive School Psychology 2022, Vol. 6, No. 4, 561-567

8 Narsale Pravin Babasaheb & Sunil Kulhare, “Comparative Study of Consumer Protection Act, 1986 and 2019: A Legal
Analysis”, 3(5) The Academic 362 (2025).

% Pranjal Choubey, ICFAI Law School, Hyderabad, IFHE University (2025) “Product Liability Under Consumer Protection
Act 2019” Indian Journal of Law and Legal Research : Volume VII Issue |1
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RESEARCH PROBLEM

Despite the introduction of product liability provisions under the Consumer Protection Act, 2019, many consumers remain
unaware of their rights when harmed by defective products or deficient services. Although the law imposes responsibility on
manufacturers, sellers, and service providers, the effectiveness of these provisions depends largely on consumer awareness
and accessibility to remedies. In practice, a lack of knowledge about legal rights, complaint mechanisms, and available
remedies may prevent consumers from seeking justice. Therefore, it becomes important to examine the level of consumer
awareness regarding product liability rights and the challenges faced in exercising these rights.

OBJECTIVES OF STUDY

1. To evaluate the level of awareness among consumers regarding product liability provisions.

2. To examine the effectiveness of consumer protection mechanisms in addressing product-related grievances.
3. Toanalyze whether consumers are aware of the procedure for filing complaints under the Act.

4. To identify the major challenges faced by consumers while claiming product liability remedies.

RESEARCH METHODOLOGY

This study adopts a non-doctrinal, descriptive research design to examine the level of consumer awareness regarding product
liability rights available under the Consumer Protection Act, 2019. The research primarily relies on empirical methods to
assess how consumers perceive and understand their legal remedies against defective products and deficient services. Primary
data were collected through a survey method using Google Forms, with a sample size of 110 respondents.

RESULTS & DISCUSSIONS
Table 1

Gender distribution

S/N | Particulars Category No. of | Percentage
respondents
1. Gender Male 58 52.7
Female 52 47.3
Total 110 100

Source: Primary data

From the above table it is found that majority of respondents are male constituting (52.7%) whereas, only (47.3%) of the
respondents are female. While there is only a slight hike in the response from the female participants, the results are in no
way prejudiced towards one gender.

Table 2

Do you think manufacturers should be legally responsible for harm caused by defective products?

S/IN | Particulars No. of | Percentage
respondents
1. Agree 82 74.5
2. Neutral 28 255
3. Disagree 0 0
TOTAL 110 100

Source: Primary data

A majority of respondents (74.5%) agree that manufacturers should be legally responsible for harm caused by defective
products, while 25.5% remain neutral and none disagree. This reflects a strong perception among consumers that
accountability must be imposed on manufacturers, indicating a general acceptance of product liability principles.
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Table 3

Are you aware of the Consumer Protection Act, 2019?

S/IN | Particulars No. of | Percentage
respondents
1. Yes 75 68.18
2. No 35 31.82
TOTAL 110 100

Source: Primary data

The table shows that 68.18% of respondents are aware of the Consumer Protection Act, 2019, whereas 31.82% are not. This
suggests that although a majority of consumers are aware of the law, a significant proportion still lacks basic knowledge
about consumer protection legislation, highlighting the need for improved awareness initiatives.

Table 4

Are you aware that manufacturers, sellers, and service providers can all be held liable for defective products?

S/IN | Particulars No. of | Percentage
respondents
1. Yes 81 73.64
2. No 29 26.36
TOTAL 110 100

Source: Primary data

From the data, 73.64% of respondents are aware that manufacturers, sellers, and service providers can be held liable for
defective products, while 26.36% are unaware. This indicates a moderate level of awareness regarding the scope of liability
under the Act, but also points to gaps in understanding the full extent of legal responsibility.

Table 5

Have you ever faced problems with a defective or unsafe product?

S/IN | Particulars No. of | Percentage
respondents
1. Yes 98 89.1
2. No 12 10.9
TOTAL 110 100

Source: Primary data

A large majority 89.10% of respondents reported having faced issues with defective or unsafe products, while only 10.90%
have not. This highlights the widespread prevalence of product-related problems in the market, emphasizing the importance
of effective product liability laws and consumer protection mechanisms.

Table 6

If yes, did you take any legal action or file a complaint?

S/IN | Particulars No. of | Percentage
respondents
1. Yes 9 8.9
2. No 101 91.1
TOTAL 110 100

Source: Primary data

Despite a high number of respondents experiencing defective products, only 8.9% have taken legal action or filed complaints,
whereas 91.1% have not. This reveals a significant gap between the occurrence of consumer grievances and the enforcement
of legal remedies, indicating lack of awareness, procedural difficulties, or reluctance to approach legal forums.
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Table 7

What type of product defect have you most commonly experienced?

S/IN | Particulars No. of | Percentage
respondents
1. Manufacturing defect 9 8.18
2. Poor quality product 38 34.55
3. Misleading advertisement 41 37.27
4. Safety issue 12 10.91
5. Never experienced any | 10 9.09
defect
TOTAL 110 100

Source: Primary data

The data shows that misleading advertisements 37.27% and poor quality products 34.55% are the most commonly
experienced issues, followed by safety issues 10.91% and manufacturing defects 8.18%. This suggests that consumers are
more affected by quality-related and information-related defects rather than purely technical manufacturing defects,
highlighting concerns regarding marketing practices and product standards.

Table 8

Where would you prefer to file a consumer complaint?

S/N | Particulars No. of | Percentage
respondents

1. Online platform 48 43.64

2. Consumer Commission 15 13.64

3. Consumer helpline 29 26.36

4. I am not aware of the | 18 16.36
procedure
TOTAL 110 100

Source: Primary data

The majority of respondents prefer online platforms 43.64% for filing complaints, followed by consumer helplines 26.36%
and consumer commissions 13.64%. However, 16.36% are unaware of the procedure. This indicates a growing inclination
towards digital grievance redressal mechanisms, while also pointing to a lack of awareness among a section of consumers.

Table 9

What is your main source of information about consumer rights?

S/IN | Particulars No. of | Percentage
respondents

1. Social media 37 33.64

2. News media 21 19.09

3. Educational institutions 19 17.27

4. Government campaigns 7 6.36

5. Friends/Family 26 23.64
TOTAL 110 100

Source: Primary data

The primary sources of information are social media 33.64% and friends/family 23.64%, followed by news media 19.09%
and educational institutions 17.27%. Government campaigns account for only 6.36%. This shows that informal and digital
sources play a dominant role in spreading awareness, whereas institutional efforts have limited reach.
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Table 10

Do you think the government should conduct more awareness campaigns about consumer rights?

S/IN | Particulars No. of | Percentage
respondents
1. Yes 79 71.82
2. No 31 28.18
TOTAL 110 100

Source: Primary data

A majority of respondents 71.82% believe that the government should conduct more awareness campaigns, while 28.18%
respondents disagree. This indicates a strong demand for increased governmental efforts in promoting consumer rights
awareness and educating the public about available legal remedies.

The above data indicates that although awareness regarding consumer rights and product liability exists to a certain extent,
there is a clear gap between awareness and actual enforcement. A large number of respondents have faced defective products,
yet very few have taken legal action. This reflects a lack of procedural knowledge, hesitation in approaching legal forums,
and possible distrust in the redressal mechanism. The findings suggest that awareness alone is insufficient unless supported
by accessibility, education, and effective enforcement mechanisms.

KEY FINDINGS

e A majority of respondents (74.5%) believe that manufacturers should be held legally responsible for defective
products, reflecting a strong expectation of accountability.

e  Awareness of the Consumer Protection Act, 2019 is moderate (68.18%), but a significant portion of consumers still
lack knowledge about the law. Approximately (73.64%) of respondents are aware that manufacturers, sellers, and service
providers can be held liable, indicating partial awareness of product liability provisions.

e A very high percentage (89.10%) of respondents have experienced defective or unsafe products, showing the
prevalence of product related issues in the market. Despite this, only (8.9%) of respondents have taken legal action,
revealing a major gap between awareness and actual enforcement of rights. The most common issues faced by consumers
include misleading advertisements (37.27%), poor quality products (34.55%) and safety issues.

e  Online platforms are the most preferred mode of complaint filing, but a considerable number of respondents are still
unaware of the procedure.

e Social media and informal sources such as friends and family play a major role in spreading awareness, whereas
government campaigns have limited reach.

e A strong majority of respondents support increased government awareness initiatives, indicating the need for
institutional intervention.

LIMITATIONS OF STUDY

The study is limited by a sample size of 110 respondents, and therefore the findings may not be fully representative of the
wider and diverse consumer population. Since the research is conducted within the Chennai district, the results primarily
reflect the awareness levels of consumers in this geographical area and may not accurately capture the perspectives of
consumers from other regions of India.

Additionally, the study does not account for future changes in consumer awareness or perception, which may evolve over
time due to increased legal literacy, government awareness initiatives, judicial developments, and the growing role of digital
platforms in consumer education. Therefore, the findings represent the awareness levels of respondents only within the time
frame of the present study.

SUGGESTIONS

e Enhancement of Awareness Campaigns especially by the government, should intensify awareness campaigns
through digital media, television, and grassroots programs to educate consumers about their rights and remedies.

e Consumer education should be incorporated into school and university curricula to build awareness from an early
stage.

e  The process of filing complaints should be simplified and made more user-friendly to encourage consumers to seek
remedies.

e Since consumers prefer digital platforms, government portals should be made more accessible, efficient, and widely
publicized.
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e NGOs and consumer rights groups should actively assist individuals in understanding and exercising their rights.

e Manufacturers should ensure better quality control and provide clear warnings and instructions to avoid liability
issues.

e Helplines, grievance portals, and mediation mechanisms should be actively promoted for better utilization.

CONCLUSION

The Consumer Protection Act, 2019 marks a significant step towards strengthening consumer rights in India by introducing
a structured framework for product liability. However, the findings of this empirical study demonstrate that the effectiveness
of these provisions is limited by inadequate consumer awareness and low levels of enforcement. Although a majority of
consumers are aware of their basic rights, there exists a considerable gap in understanding the procedures for seeking
redressal. The fact that a large number of respondents have experienced defective products but only a small fraction have
taken legal action highlights the challenges in practical implementation. The study emphasizes that awareness must be
complemented by accessible legal mechanisms, simplified procedures, and proactive government intervention. Strengthening
consumer education, promoting digital complaint systems, and enhancing institutional support are essential to bridge the gap
between legal provisions and their real-world application. Ultimately, empowering consumers with knowledge and ensuring
effective enforcement of product liability laws will lead to greater accountability in the marketplace and contribute to a fair
and transparent consumer protection regime.
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