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COMMON CAUSE

. VOICE OF "COMMON CAUSE"

OUR SUSTENANCE

Our sustenance lies in the areas of satisfication our humble efforts succeed in creating in the lives of
various people, There is this case of a lady in Nagpur. She is 85 years of age. Her husband passed away in
1922, more than 65 years ago, when she was only 18 years, leaving a child with her. who has now retired
from service. Her husband was a junior official in the Telegraph office. The family recently came to know
of her entitlement for family pension benefit because her husband was in service. They searched for papers
to establish the fact of her husband’s service but could not find any. Eventully. the existence of a small link
in the central telegraph office enabled this fact to be established. She has now started receiving pension
and has also been paid arrears from 1977. She has conveyed her blessings to COMMON CAUSE. Such
blessings are our sustenance.

Numerous types of problems come to us. These range over practically every possible aspect of middle
class living, right from complaints r1elating to civic services, to fixed deposits, telephones, taxes, railways,
telegraphs, insurance, and banking etc. It weuld be of intelestto view a szmple of the range of matters we
take up.

We have recently written to the Chief Executive Councillor of Celhi about the multiplicity of similar names
which hove been given to various housing colonies, such as, Vasant Lok, Basant Nagar, Basant Enclave,
Vasant Vihar, Narain Vihar, Naraina, Narain Nagar, and meny such like. Such multlplicity of similar names cause
confusion to visitors and to postal authorities. We have suggested thst a small committee of two or three
officers should examine this matter in detail and determine ways and means of evolving suitable names with
some imagination and innovativeness. .

We received complaints that the New Delhi Municipal Committee and Delhi Municipal Corporation were
(Continued on Page 23)
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RESTRUCTURING - & RATIONALISATION

The problem of prope'r-t'y tax continues to v_ex'the paopl'a of Delhi. Its aberrations, distortions and

anomalies have been highlighted by us on various previous occasions,

Recently, the Chief Executive

Councillor of Delhi Administration ‘had announced the establishment of a high level committee for going
into this entlre question consequent upon the loud voice raised by the houseowners against the outrage-
ous notices received by a number of assessees of Delhi and New Delhi. COMMON CAUSE set up a
people’s committee on this subject and a comprehensive questionnaire dealing with various aspects of ,
the matter was sent very widely to all the organisations and associations of houseowners. group housing

societies, housing colonies etc.

Replies were received from a large number of these associations and

organisations as well as individuals. Based on these replies a final report has been prepared embodying

the suggestions and views on a variety of problems connected with this subject. This report, along with
the questionnaire, is reproduced in the following paragraphs.

REPORT

COMMON CAUSE sent a comprehensive ques-
tionnaire to all houseowners associations, welfare
associations, housing societies, group housing colo-
nies erc. for securing their suggestions on various
aspects of the problems of property tax. Copy of
the questionnaire is attached.

Large number of replies have been received from
the organisations, associations as well as individu-
als. These have been taken into account in present-
ing the present note.

Certain facts relating to Property Tax of MCD

Before presenting the summary of vlews and sug-
gestions received from the various organisations:
associations etc. it would be desirable to take note
of the various facts relating to the property tax ad-
ministration of MCD. These facts are presented here-
under.- .

[0 MCuD issues property tax bills to 3.95 lakh pro-
perties, out of which 3.05 lakh are residential
and 90,000 commercial.

[0 Nearly 2.25 lakh of houses or resettlement
colonies are not issued any bills, on the assump-
tion that their rateable value is less than Rs.

a

1,000.

Nearly 2.06 lakh of properties, mainly within
the walled city area, Civil Lines, Shahdara, Kal-
kaji and certain older areas of Karol Bagh, are
not issued any bills because they are stated 10
be below the rateable value of Rs. 1000,

Thorefore, nearly half the number of properties
in Delhi presently remain exempt from payment
of property tax. These comprise the resettlement
colonies, unauthorised colonies and the regula-
rised colonies. The colonies of jhuggies & jhon-
paries in any case remain exempt from the im-
position of property tax. Nearly one-fourth of
total population lives in jhuggies and jhon-
paris.

Government properties are paying only a small
service charge. These number about one lakh.
The people living in the government properties
are not paying any tax to the municipal autho-
rity. Nor is any tax being paid by about five
lakh of people who come into Delhi every day
for working.

The number of residential premises and com-
mercial premises presently assessed to property
tax, in the respective categories are as under—
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From the replies received to the
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Rs.
Rateable Value Residential Com_mercial
Upto Rs. 10,000 2.46,200 67,528
Rs. 10000—Rs. 20000 ‘43,800 12,900
'Rs. 20000—Rs. 50000 12,660 6,200
Rs. 50000 Rs. 1 lakh 1,450 2,100
Rs. 1 lakh—Rs: 2 lakh 20 450
Rs. 2 lakh—Rs. 5 lakh 105 590
[0 Total 2nnual recovery of property tax is about
Rs. 100 crores. Out of this total amount the
recovery from residential premises is of the
order of Rs. 35 crores and from commercial pre-
mises and industrial factories the recovery is.
about Rs. 65 crores. Qut of total recovery of Rs.
100 crores. the recovery against recurring dem-
and is Rs. 70 crores, the balance being made
up of recovery of arrears.
[J The above figures will show that residential pre-

mises above rateable value of Rs. 20,000 (which
attract the maximum - property tax rate of 30%),
number only about 14,000 out of total of-about
2.5 lakh residential premises. This fact is im-
portant, from the point of view of determining
justifiability of the propeity tax rate of 30 percent

The commercial properties attracting rate of 30

percent property tax total about 9,000 out of the
aggregate number of 67,528.

questionnaire of

COMMON CAUSE it is evident that there is general
agreement from all quarters on the following points:-

d

O

There is no reason why there should be any dis-
crimination in favour of the government build-
ings in the levy of property tax. If the law so
requires it needs to be amended. At most, for
maintaining a distinction, the government prope-
erties can be subjected to a levy of property tax
at about 95 percent as levied on other premises.

There should be no difference of the rate of pro-

perty tex between the arezs of MCD and NDMC.

The hicher rate of tax, zkove 20 per cent of the
ratesble value, as presently [prevailing in MCD
area, is extortionate and unjustified. The
maximum rate should be not more than 20 per
cent. '

The separate levies of fire tax, conservancy tax
and education cess unnecessarily complicate the
calculations and create the impression or impos-
ing additional burden. There should be only a
round figure of the total tax imposition, out of
this requisite appropriations should be made for
these specific purposes.

There should be provision for first appeal within
the department, to be heard by a senior inde-
pendent officer. Second appeal should prefera-
bly be before an institution of the nature of Lok
Adalats.

The provision in the law, which makes it com-
pulsory to pay full amount before the appeal can
be heard, needs to be amended. The appellate
authority should have discretion to determine the
amount to be paid before the appeal can be
heard. In the areas of MCD and NDMC the pro-
visions regarding appeals should be the same.

System of administration of property tax should
be devised in such a way that there is no discre -
tion in the hands of subordinate staff. «

Property Tax cannot be directly related to the
quantum of municipal services. Any system

based on such consideration will be impracticable.

Scheme of self-assessment, such as in the case
of Income-Tax should be introduced, with pro-
vision for making lumpsum annual payment
(with a suitable incentive) or in not more than
three instalments as in Incomo lfax. For this
purpose, ““pass books" should be made availa-
ble to the owners. (There are some views to the
effect that the existing system should contiuue
and the self-assessment may create  difficulties
for the illiterates and weaker sections).

.
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Second view is that where recent constructions
are involved, the price of land and construction
cost should be related in those cases to the year
1971 because the escalation of prices/costs star-
ted from that year. This will help to solve the
problems of distortions relating to recent const-
ructions, who have other problems connected
with previous alternative.

Another view is that the assessments should be
made on ‘‘capital value’ of the property, based
onthe land price as recorded in the Deed of
Conveyance, and that a multiplier of10 should be
used. This will be applicable to self-occupation
or portion of the property which is in
self-occupation, It will not apply to rented prop-
erties or to other categories of properties, namely,
commercial and industrial. (This sugqgestion has
emanated from the Vasant Vihar colony). Prob-
lems connected with this approach are stated to
be the following:

There will be large number of properties which
do not have Conveyance Deeds. These Deeds
will be operative mainly in newly developed
areas. - As such, a large number of properties
will face problems - and lead to misuse by sub-
ordinate staff.

Old localities of the city will continue to totally
escape from the levy of property tax as at
present.

Properties fetching rents, which are in any case
subject to Income Tax, will have cause to re-
main dissatisfied under this agreement.

Another approach, claimed to be based on sim-
ple method, is that assessments should be made
on the basis of area of plot and the built area of
premises, and that a suitable multiplier, deter-
mined on the basis of detailed study, should
determine the tax. For instance, the area of land
and the built area, both converted into one mea-
sure of square metres, are added, and the mul-
tiplier of, say, 5is used for calculating the
property tax. Figure thus arrived at should be

inclusive of all other property taxes, namely,
fire tax, conservancy tax and education cess,
and the municipal authority can set apart suitable
percentages out of this for the respective
purposes. This approach is stated to be subject
to the following : )

(a) There should be two classes of properties,
namely, those of RCC construction and others.
Multiplier for the second catagory can be consi-
derably low as compared to be multiplier for
RCC construction premises.

(b) There should be a rebate for self-occupa-
tion, which may have to be even upto 507,
depending upon the multiplier that is eventually
determined. The premises will be considered
self-occupied where the sslf-occupied portion is
not less than 40%

(c) There should be a minimum charge for each
residential unit which will be payable by the
owner and which he should be entitled to reco-
ver from the tenants where applicable. This
minimum charge will be applicable to those
premises which are presently exempted from the
property tax. The minimum charge can be a
figure of about Rs. 500.

(d) Valuation Report, in relation to the area of
land and the built area, should suffice. These
facts aie verifiable from municipal records.

(e) In the case of rented premises there will be
higher tax (because of rebate on self-occupation)
but the tax will not have relationship to the
quantum of rent, which will be taken ‘care of
by income Tax.

General
* There is general consensus that the existing law

and procedures will have to be changed in
substantial measure.

There is also a general feeling that in any
change-over that is effected the persons who
feel satisfied with the present assessments and
do not welcome the change, should be allowed
to remain undisturbed for a period of 5 years

whereafter the position will need to be reviewed,

S
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only if MCD is willing forego the yield in relation
to properties which are presently assessed on
cost basis, after the period of five years of
rental, even through they are presently on rent.
In all these alternatives the land area and built
area are inevitably involved (either in the deter-
mination of price or value or cost). The municipal
services are not related to cost, or price or
value, but these are related to the physical
dimensions.

Over-all objective should be to raise adequate

revenues for the municipal authority and not in
any way to cause their reduction. The scheme
should be as simple as possible and should
evoke participation of the people.

Questions Regarding "Property Tax

Are the existing provisions of property tax defec-
tive? Can the problems be solved by
improvemont of procedures or does the law have
to be changed ?

Should the property tax provisions have any
linkage with rent control law ?

Basis of Property Tax :

(i) Should it have any relationship to rental ?
Standard rent or actual rent ?

(ii) Should it have relationship with price of
land, either the original purchase price or
on commencement of construction ?

(ili) Should it have relationship with the year of
construction ?
(iv) Should it have relationship with land area ?

(v) Should it have relationship with built area ?

(vi) Should it have relationship with value of
property, and how should value be
assessed ?

(vii) Should it have relationship with quantum
of municipal services ?

(viii) Should it have relationship to Zoning areas ?

(ix) Should there be consideration of appropri-

ate return on investment of owner ? What
should be the criteria ?

(x) Should the auction price/purchase price of
constructed premises be the criterion ?

view ? ;

() Residential, Non-residential: or Residen-
tial, Commercial & Industrial;

(ii) Self occupied, rented, partially self-occu-
pied & partially rented ;

(l.?oréstructed on lease-hold land or free-hold
and;

(iv) Old construction, recent construction ;
(v) Vacant plots.

Can different Zones be demarcated ? What
should be the basis of such demarcztion ? Can
Zones be demarcated on basis of quantum of
services, or old constructions and new cons-
tructions

Should there be difference in MCD and NDMC
areas ? .

Will problem be solved by a rebate to self-

occupied residental premises? Where part-rented
and part-self-occupied, whether such rebate
should operate?

Where rent is low, on account of rent control law,
can some responsibility be placed on tenants? i
Should property tax be levied on government
property?

Should any exemptions be given? What exempti-
ons are justifiable? Can there be a concept of
of a minimum charge?

(iii)

Procedures & other Points

%

.- How can discretion in hands of subordiiiate staff

Should there be a provision for self-assessment

as in Income Tax? And, for advance payment,
either in lump-sum or instalment?
Should there be annual assessment?

Should there be provisions fér |notification,
objections, disposal of objections?
Should there be a first appeal
Department?

Should there be provision for payment of [entire
amount before appeal can be heard?

Should there be provision for lump-sum payment
for ten years? What should the commitments of
municipal authority be?

before the

be eliminated ?

Should there be any relaxation for first five years
of construction, to provide incentive for
construction?

Appeals in the case of NDMC assessments, to
ADM? Need of change. . '
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Our Case Against DESU

The facts we presented before the National Consu-
mers Disputes Redressal Commission in our case
against DESU comprised a wide range. This public
sector enterprise is a typical example symbolising
the insensitivensss to public demands and opinion.
It continues to behave as a monopolistic public sector
enterprise, not accountable to the people. Numerous
complaints are voiced by the citizens against this
undertaking, giving vent to their dissatisfaction on
various aspects of its functioning.

There are nearly 1.5 million consumers of electricity
in Delhi. Nearly 2.6 million electric meters have
been installed in the premises of consumers:
Numerous people have not been receiving bills
for months, and quite a number have not
received bills for periods even. ranging upto
one or two years. The excuse put forth by the under-
taking is that delay in the transmission of bills have
been caused by the change-over to computers, Bills
strarted being received recently in various colonies
but they covered period to almost about one vyear.
Naturally,the citizens feel that the non-recovery of
dues from the electricity consumers must be presen-
ting serious problems of ways and means position to
the undertaking which would necessitate taking loans
& paying interest, which in turn would inevitably lead
to increase in tariff, causing further burdens on the
consumers. The budget of the undertaking is stated
to be about Rs. 200 crores. There are reports that the
undertaking has incurred losses of about Rs. 2000
crores and that even at present nearly Rs. 300 crores
continues to be outstanding including about Rs. 150
crores from consumers. The consumers feel that if the
undertaking were to send bills regularly to the con-
sumers and effect recoveries uninterruptedly then
there would be better availability of funds and the
burden on the consumers would be correspondingly
-reduced by the tariff not having to be further hiked.

Meter Readers

There are nearly 330 meter readers appointed by
the undertaking. It has been ascertained that instru-
ctions have been issued to the meter readers that
each one of them must read not less than 186 meters
per day. There have been complaints that the target of
186 meter readings per day is impractical, Normally it
would take not less than about 4-5 minutes for the
meter reader to go from one premises to the other,
get the door opened, clean the meter area, take and
record the reading, and move to the next premises.
This way it would not be possible for the meter rea-
der to do more than about 70-80 readings per daye.
It is understood that the mater readers are also expec-
ted to aitend office for 2/3 hours per day. -Accor-
dingly. the feeling is irrestible that the target of 186
meter readings per day is unrealistic and impractical.
Therefore, there have been accusations that the meter
readers record fictitious and average readings, on the
basis of which the bills are communicated.

In this context suggestions have been made that
DESU should attempt to introduce the system of self-
assessment by the consumers. Certified booklets can
be attached to the meters and the consumers should
be persuaded to record the readings themselves every
month, on the basis of which they should make pay-
ments on two-monthly basis.

The readings can be occasionally checked by DESU
meter readers, and severe penalties should be impo-
sed for non-compliance with the instructions relating
to self-assessment procedures.

System of Payments

Another very important problem voiced by the con-
sumers is the existing system of payments. Long
queues, sometimes of 200/300 person, have to keep
standing at the offices of DESU for making payments.
It is generally contended in defence that the consu-
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mers wait till the last prescribed date for making the
payments and hence the long queues are formed. For
obviating the difficulties of formation of long queues
and the causation of inconvenience to the consumers
it is desirable that there should be greater staggring
of the prescribad due dates for different localities, and
arrangements should b2 made for enabling the con-
sumers to make payments in various branches of
designated banks. The system of payment in larger
number of branches of the banks was in force 3/4
year ago but got discontinuad, ostensibly due to the
pressures of th2 unions. It is mast essantial. in the
interest of convenience of the consumers, that the
ways and means should be dstermined for enabling
the payments to bz made without the hassles of
standing in queues.

Theft of Electricity

There have been allegations of theft of electricity
on considerable scale in certain areas, commercial,
domestic as well as industrial. This malady exists
very largely in the areas where unauthorised colonies
or structures have developed, and it is generally
believad that the theft of electricity is effected with
the connivance and support of the subordinate staff
of the undartaking. There have been indications that
the theft of energy is of the order of not less than
about 8 to 9 percent, and possibly of much larger
figure. Besides regular theft of electricity there is also
considerable misuse of electricity which includes the
drawal of load in excess of the sanctioned loads, sub-
letting of connections, tampering with meters and
reversing the readings. The misuse and theft of elec-
tricity ultimately imposes further burden on the
consumers and it is of paramount importance that ail
possible steps should be taken to minimise this
malady.

Quality of Meters

There have been allegations that the meters insta-
lled by DESU in the premises are not of reliable stan-
dard and that quite often sub-standard meters are
installed which lead to all sorts of problems of was-
tage of electricity and difficultias arising from wrong

billing. The position taken by DESU generally is that
they are very particular about ensuring high standard
of the meters and that the meters which are installed
by DESU are of standard even higher than the stan-
dards prescribed by the Bureau of Indian Standards
under the 1S! certification marking. This contention
needs to be further examined, but it is of paramount
importance that the procedures of procurement of met-
ers, their testing and installation should be improved
to an extent that the possibility of use of sub-standard
meters is totally eliminated.

Load Shedding
Load’shedding and voltage fluctuations are frequent

phenomena  experienced by the citizens of Delhi.
They recognise that quite often the voltage fluctua-
tions and load shedding come about for reasons

which may be beyond the control of DESU, but the
consumers strongly feel that where load shedding
has to be effected and is inevitable necessity, it
should be done on some systematic basis, with
advance information to the concerned localities and
areas, so that the business and industrial function-
ing is not adversely affected. Voltage fluctuations,
likewise, 'are a phenomena which must be minimised
to the maximum extent possible because the fluctua-
tions cause damage to equipment and electrical
appliances. Severe complaints arise from various
quarters of the problems created by such voltage
fluctuations. In this context it is desirable to invite
reference to the provisions of Section 18 of the
Electricity Supply!Act which inter alia lays down that
the electric supply authority shall be charged with
the duty to arrange for the transmission and distri-
bution of electricity
economical manner”. This is a statutory responsibility
imposed upon the electric supply authority such as

DESU and it is for the undertaking to devise ways

and mean13 to ensure that this responsibility is appro-
priately discharged.
Stopped Meters

An important decision was secured by COMMON
CAUSE from the Delhi High Court wherein it was

“*in the most efficient and
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laid down that in cases of defective or stopped
meters the electric supply authority, under the pro-
visions of Section 26 of the Indian Electricity Act,
cannot charge for a period of more than six months
and that even for making such charge the under=
taking must follow the prescribed procedure whereby
the matter has to be referred to the electrical inspec=
tor appointed by the Government of India under this
statute. There have been cases where DESU has
been demanding and receiving payment . for periods
much longer than six months in case of stopped/
defective meters. This was held by the High Court
to be unlawful. It is unfortunate that DESU has
been taking the position that the relevant decision
of the High Court applied only to the petitioners who
had gone to the High Court in the concerned
petition and that this decision does not have general
application. It is no doubt true that DESU has
submitted Appeal against this decision of the Delhi
High Court which was by a single=Judge Bench
decision reproduced in ILR=1987-41, The Appeal
will obviously come in due course before a Division
Bench of Delhi High Court. However, mere fact of
submission of an Appeal against the decision of High
Court does not entitle DESU to claim that the deci=
sion is not applicable to other similar cases because
no stay of the decision has been secured by the
undertaking to such effect.

There are other problems experienced by the
consumers of electricity of Delhi. These include the

inadequacy of street lighting in certain areas, pro-
cedures in the procurement of equipments and
supplies, and matters relating to general treatment
of the public complaints,

National Commission’s Directions

These various problems of the consumers have
been brought to the notice of the National Consu=
mers Disputes Redressal Commission. The Commi=
ssion has taken the general view that DESU must
make efforts to rectify these various problems and
difficulties of the consumers and that represantativa;
of the consumers should be associoted with two
Central Advisory Committees which should be esta=
blished by the undertaking, one for dealing with
technical matters and the others to cover the areas
of non-technical nature. The National Commission
also directed DESU to consider the feasibility of
setting up Complaints Committees in each of its
districts which should consist of a Public Relations
Officer ond two other officials. These Committees
should meet every week and should prouide oppor=
tunity to the citizens for ventilating their grievances
for effecting redressal. DESU hes been directed by
the National Commission to come up with specific
suggestions of action which they would take for
mitigating these problems. They have been given
time till 9th August for effecting the requisite modi-
fications for providing satisfaction to the consumers,
The case will now come up for final decision on
the 9th August. .

Our Case Against Indan Airlines

COMMON CAUSE has made detailed submissions
before National Consumers Disputes Redressal
Commission on various aspects of the functioning of
the Indian Airlines which have caused dissatisfaction
and inconvenience to the consumers, The Alrlines
has been operating as a typical monopolistic enter-
prise, functioning on lines which cannot be termed

£y

efficient, and exhibiting numerous areas of deficien=
cies and disregard of the interests of consumers,
in general giving the impression that the enterprise
is not accountable to the people. The inconvenience
encountered by the consumers of the services of the
enterprise is compounded by the problems of safety
which is obviously of paramount importance in rela-
tion to the operations of an airline.
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In general. there have been complaints that the
aircraft of the Indian Airlines have continued to be
over-utilised. maintenance is not upto the mark, and
the over-utilisation and inadequacy of maintenance

has in general led to the impression of endangering
safety.

It is specifically prescribed in the Air Corporations
Act, which was enacted in 1963 when the Indian
Airlines and Air India were nationalised, that “'it shall
be the function of each of the corporations to provide
safe. efficient, adequate, economical and properly
coordinated air transport services'’ and the operations
of Indian Airlines has in general given opportunity
to the consumers to feel that this statutory responsi-
bility is not properly being discharged. The complaint
made before the National Commission by COMMON
CAUSE ranges over various problems which are
encountered by the consumers. Information submi-
tted before the National Commission in regard to

these problems is outlined in the paragraphs that
follow,

Performance

It is undoubtedly true that Indian Airlines is the
second largest domestic airlines in the world in
terms of passengers carried per day. Nearly 11
million passengers are carriec by the enterprise every
year, through 95000 flights, to 64 destinations,
operating nearly 270 flights a day, and with a staff
of nearly 21000 2mployees. Fact remains, however,
that the aircraft hull loss rate is aone for every
2,15,000 hours of flying which is twice the world
average of 4,65000 hours of flying per hull loss
rate. Accidents encountered by the Indian Airlines
have increased from 291 in 1981-82 to 389 in
1986-87. There have been four major non-fatal
accidents since 1984 in which the aircraft was either
totally wrecked or severely damaged. These are
other than the fatal accident of October'88 near
Ahmedabad.

Flight delays are very common in the operations of
the Indian Airlines. Figures of September'88 showed
that out of 8134 flights which took off in one sector,
as many as 2914 got delayed, leading to the figure

of 40 percent delayed flights. 1240 flights took
off flom Bombay in September'88; 60 percent ef
those were delayed. 270 flights were cancelled in
in September’88 in one sector, leading to cancella-
tion of 9 flights every day. Generally, for six flights
reaching on time, four flights were reported not to
be on schedule. ;

Delays of flights cause considerable difficulty

and chaos at the concerned airports. These difficul- |
ties have continued to be highlighted in the news- E
Papers and have been very seversly commented

upon,
Over-utilisation of Aircraft

In general there have been complaints of over
stretching of the aircraft, of over ambitious expansion

of operations, and consequent problems of indis-;
cipline and morale of the employees. There have

also been complaints of indiscipline, demoralisation,

slippages in technical maintenance, compounded by*;
]

over-utilisation of the aircraft and flying crew fatigue,

An unfortunate feeling of inadequacy of safety has |

grown among the users during the last few months,
There have also been complaints that the over-utilj-
sation of the aircraft and over-stretching of the
operations have generally been due to political
pressures of opening of new routes whereas the
existing availability of aircraft does not justify such
stretching of the operations. Feeling has grown that
the snags relating to maintenance and safety require-
ments have the tendency of being ignored, for

keeping the aircraft flying, and that the aircraft have

been pushed beyond endurance limits.

The enterprise apparently has not been allowed to
expand the fleet to the extent which has been nece-
ssitated by the rising public demand. Whereas, the
estimate of Indian Airlines of the expansion of public
demand has been of the order of 11 to 12 percent
every year, the Government of India, on the advice.
ef Planning Commission, are stated to have restricted

the expansion to 8 percent, which is contended to

be impractical in the present circumstances. The

contention on behalf of the consumers is that if the
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Government of India had necessarily to restrict the
expansion to a figure less than that estimated by the
Indian Airlines, taking into account the various other
problems of the Indian economy, it was for the
enterprise to ensure that the flying strategy of its
services and over-utilisation of its aircraft are effec=
tively curbed. It has been stated that against the
prescribed norms of Airbus and Boeing utilisation of
2700 and 2820 flying hours, respectively, the actual
utillsation by the Indian Airlines of these aircrafts
has been of the order of 3054 and 2887 hours.

Parliamentary Committee

In this context the report of the committee on
Public undertakings (34th Report), presented to Lok
Sabha on 9.3.89, has considerable relevance. In
this Report following remarks have been made in
relation to the operations of the Indian Airlines :

“In spite of these facilities available with the
Indian Airlines, the Committee find that there
were frequent mishaps including a-major aircrash
in the recent past. The passengers were repor-
~ tedly subjected to long delays at airports owing
to technical faults in the aircraft which have of
late been alarmingly increasing. There were also
off-loading of passengers at the last minute. The'
Committee are unable to agree with the conten-
tlon of the Indian Airlines that their maintenance
of aircraft is of required standard. Rather they
feel that the deterioration in the work culture of
airlines is having deleterious effect on the main-
tenance and performance of their aircraft which
has nosedived of late. The Committee cannot but
deplore the callous attitude of the Indian Airlines
towards the safety and convenience of the pas-
sengers. Considering the abysmal standard of air
safety resulting in mishaps, frequent long delays,
suspension and even cancellation of flights at
the eleventh hour, the Committee have come to
an inescapable conclusion that the maintenance
of aircraft by the Indian Airlines leaves much to
be desired.
""The Committee are astonished with the expla-
_nation given by the Government that as per

standard laid dawn by [CAO, provision of
Instrument landing has not been considered as a
mandatory requirement for safe landing of jet
aircraft and also that the provision of ILS facility
is a costly proposition and with the limited resour-
ces available cannot be provided at all airports in
country.. In this connection, the Committee
have noticed that some of the major air crashes,
like the one of Boeing 737 at Ahmedabad in
October 1988 could have possibly occured due
to the absence of standard instrument landing
systems at the airport. The Committee strongly
feel that the safety of the passengers is of para-

mount importance and connot be compromised .

for non-availability of funds. The Committee
cannot but re-emphasise their original recommen-
dation that the instrument landing system should
be speedily provided at all the important airports
in the country within some fixed time-frame and
the airports which have jet operations should at
least be provided with ILS facility by the end of
the Seventh Plan:  With the proposed expansion
of fleet and network, the Committee strongly

feel that there should be no compromise on pro-
vision of safety equipments, specially ILS.”

Indiscipline

The Parliamentary Committee on Fublic Undertak-
ings, in a previous Report relating to 1986-87, had
stated that out of 152 flights surveyed it was found
that cost could besrecovered only in relation to 53
flights and that the remaining 99 services ran ata
loss. 26, out of the airports three times this number,
do not have Instrument Landing Systems, and the
concern of consumers is evident also from the fact
that the pilots of the enterprise refused to fly to 18 of
the airports which did not have the Instrument Land-
ing facilities. Indiscipline is stated to have spread to
various levels of the technical and managerial staff in=
cluding pilots. There have been reports of develop-
ment of hostility between pilots and the management;
in some cases pilots have not been on speaking
terms with each other; the top management is also
repoited to be not on speaking terms at -certain

= ]
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senior levels; cockpit management in the aircraft has
also suffered bouts of indiscipline and inadequate
team work, and co-pilots of inadequate training have
been inducted into the cockpits, endangering safety.
There have been reports of top posts not being filled
in time, inadequacy of the procedures of recruitment
and training, and the inadequacy of the functioning
of the regulatory body, the Directorate General of
Civil Aviation, which is the authority for inspection
of the aircraft and licensing of the pilots. In the
matter of maintenance there have been complaints of

general violation of the aircraft 'regulations and the

maintenance norms. Problems of maintenance, which
are directly connected to the requirements of safety,
are of paramount importance which need to be dealt

" with by the Indian Airlines.

Bird Hits

The problems arising from the trequent bird hits
have also been highlighted because the bird hits
endanger safety and bring about severe damage to
the aircraft. Itis reported tha® the bird hits have
been of the order of more than two every week dur-
ing the last few years. Each bird hit costs enormous
expenditure ranging from Rs. 50,000 for small dama-
ge, to Rs. six lakhs fore more extensive damage,

besides loss in the utilisation of the aircraft. In
ten weeks of 1988 there were as many as 45 bird.

hits encountered by the aircraft of the airlines.
Over-all responsibility

The position taken by the Indian Airlines before
the National Commission was that some of the prob-

lems encountered by consumers are related to the

operations of the International Airport Authority of
India (IAA1), Nationel Airport Authority (NAA) and
the Directorate General of Civil Aviation (DGCA),
besides the problems encountered in relation to the
restriction of availability of funds for expansion of
the flight. Accordingly, on the request of COMMQN
CAUSE, the I|AAIl, the NAA, DGCA and the Union
of India were sought to be impleaded in the case.
This was allowed by the National Commission, and
representatives of IAAl, NAA and DGCA appeared
before the National Commission during the hearing on

18.5.1989. While these authorities were impleaded
in the case it was made clear on behalf of COMMON
CAUSE that the consumers are primarily concerned
with the Indian Airlines because when they buy
tickets they enter into carriage contract with the

Indian Airlines. It is for the airlines to secure the

requisite coordination and cooperetion of the other
authorities for eusuring that the inconvenience and
inadequacy in the areas of maintenance and safety
are maintained and obviated. It was stressed before
the National Commission that the consumers recog-
nise only the Indian Airlines in this context and do
not have occasion to directly deal with either autho-
rities. When a passenger goes to the airport he is
given a boarding pass alongwith' the tags for the
booked baggage by the IA staff. He is taken to the
aircraft by IA coach and seated in the aircraft by the
IA - staff. The baggage of passengers is containerised
by IA loaders under supervision of |A staff. It is con-
veyed on I|A baggage trolleys to the aircraft by IA
lifting equipment. On reaching the destination the
ladders for disembarking are provided by IA and IA
coach brings the passengers to the terminal building.
The baggage Is unloaded by I|A staff and taken to
the terminal through IA baggage trolleys upto the
conveyor belts. in this context it is of obvious im-
portance to recognise that the consumers depend for
the services only on the Indian Airlines and it is for
this enterprise to secure the requisite technology,
help and equipment from the other authorities for
providing the services required by the‘passengers.

Ths National Commission, after hearing the parti-

. es, has given a general direction that the Indian

Airlines alongwith the I1AAI, NAA and DGCA should
prepare and put forth detailed instructions and guide
lines which would need to be followed for minimis-
ing and obviating the difficulties presently encoun-
tered by the passengers in the areas of convenience
as well as safety. These various authorities have
been asked to submit the complete material, along-
with requisite affidavits, to the National Commission
before 8th August ‘89 when the final hearing would
take place.



COM™ON CAUSE
Vot. Vill No. 3

13

- .

REDRESSAL OF CONSUMERS GRIEVANCES

Consumers need to be made aware of the redressal
they can secure of their grievances and disputes from
the redressal machinery established and contemplated
under the Consumers Protection Act. It is a matter
of great concern that implementation of this impor-
tant enact ment has been very trady. Even afrer 23
years of its enactment the District Forums, which
are to be established under this Act for redressal
of consumers disputes, have yet been set up in only
about a score of the districts out of 439 districts of
the country. The District Forums obviously consti-
tute the main fulcrum of the entire machinery because
the consumers are expected largely to reach out to
them for redressal of their grievances. Appeals
against the decisions of District forums are to go to
State Commissions, and the appeals from the State
Commissions are to go to the National Commission.
Without the establishment and operations of District
Forums, therefore, the functioning of State Commi-

. ssions and the National Commission will also remain
- considerably handicapped

excepting that these
Commissions will of course be able to entertain
complaints which are within their respective mone-
tary jurisdictions.

It would be of interest, however, to note that
the District Forums can provide a very effective

- instrument for redressal of the grievances of consu-

mers. We give below summay of cases handled
and decided by two District Forums, namely, of
Patna and Delhi, and also some cases decided by
the Forums established in Andhra Pradesh. The
types of cases brought before these Forums and the
nature of decisions taken by them, would be of

interest to all consumers in the country;

Patna Forum

* An Advocate complained that a particular shoe
purchased by him had developed cracks and
the manufacturer was not prepared to |change

the shoe. As soon as the notice was issued to
the manufacturer, the matter was satisfactorily
settled by effecting the desired change of the
shoes,

A complaint was filed that in spite of timely
deposit for installation of a telephone at the
residence of complainant the telephone depart-
ment had failed to instal it. On issue of notice
to the telephone department, the telephone
was installed. .

A journalist filed complaint against excess 'char-
ging of scooter parking fee by the Railway
Manager. Thereupon the railway authorities
fined the contractor and have issued strict ins-
tructions against the practice of excess charging.

A complaint was filed against the chief executive
officer of Patna Municipal Corporation for not
providing street lighting even though the com-
plainant had been paying the prescribed taxes
to the Corporation which obviously include the
cost of providing street lighting, On the issue
of notice the Municipal Corporation provided: the
desired street lighting on the said road.

A complaint was made against a party for
issuing a post-dated cheque, which was dis-
honoured by the Bank. On the order passed by
the Forum the opposite party paid the amount
of Rs. 8900/ in cash along with interest for the
period of delay, 2

A complaint was filed against charging of addi~
tional amount for repairing of amplifier, along
battery, which failed to work before expiry of
the guarantee period. The District Forum
ordered the replacement of equipment and re-
fund of the excess amount charged.

A ceiling fan carried guarantee of two years, but
the regulator of the fan developed certain defects
during the guarantee period. On the complaint

|
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Del
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A complaint was filed for

filed by the purchaser notice was issued to the
opposite party who agreed to replace the
regulator.

non-printing of
prices on the wrappers of certain brand of stee-
ring lock for the two wheeler. The Forum
ordered the manufacturer to print retail price on
all the wrappers of that particular brand of the
lock.

A complaint was filed for replacement of. a refri-
gerator which had been sent for repaii. The
Forum ordered compensation of Rs. 5,000 to the
complainant in addition to the replacement of
refrigerator.

A complaint was filed against the railway autho-
rities about the inadquacy of arrangement of light
and fans in the first-class compartment of an
Express train. The Forum ordered that tiie com-
plainant should be charged the socond-class
fare and the reservation charges should be
returned to him. In addition, a compensation
of Rs. 200 was ordered to be paid to the
complainant.

On a complaint filed about the de-colouring of
saree within one month of its purchase the
Forum directed the replacement of saree.

hi Forum

A complaint was filed against -a boutique
regarding fading of colour of suit purchased by
a lady. Cost of the suit was refunded to her
on the order of the Forum.

A complaint was filed about a defective refri-
gerator. The dealer . effected repairs but these
were found unsatisfactory. Under the orders
of the Forum further repairs were effected to the
satisfaction of the complainant.

A complaint was filed against excessive charges
made by a dealer for repairing a defective T. V
The defect could not be removed even after
charging the excess emount. The service char-
ges paid by the complainant were refunded

.under the orders of the Forum and the T.V. was
repaired to complainant’s satisfaction.

A complaint was filed regarding the non-fulfil-
ment of the promise by a plumber to lay the
pipeline.
the complainant obtained relief to his satisfac-
tion.

A shopkeeper filed a complaint against a
manufacturer of soft drinks that a VIP suitcase,
which had been promised on the sale of 300-400
crates of soft drink, had not been given to him.
The Forum directed the fulfilment of promise.

A shoe store was directed to effect replacement
of defective shoes which had shown signs of
tearing off within two week of the purchase.
The complainant received back the price of
shoes.

A complaint was filed against DESU for the
settlement of claims, with interest, for out-
standing dues on the removal of meter. DESU
made the payment to complainant to his satis-
satisfaction.

A complaint was filed for the supply of poor
quality furniture and for its replacement. The
Forum directed payment of compensation of Rs.
2100 to the satisfaction of complainant.

A complaint was filed against a TV manufacturer
for refund of the cost, interest and compensa-
tion for defective TV set. Under the orders of
the Forum the set was repaired to the satisfac-
tion of complainant and a fresh guarantee was
also given.

On a complaint for the replacement of a juicer
attachment the replacement was done under the
orders of the Forum and a fresh guarantee was
provided.

On a complaint against the dealer for unsatisfac-
tory service relating to a watch, the watch was
serviced to the satisfaction of complainant and
a fresh guarantee was issued.

Under the direction of the Forum the .
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* A sugar manufacturing company filed a complaint
against an engineering company relating to sup-
ply of old parts to them and the charge of Rs.
64.000 for partial repair done to the machinery of
the complainant. Under the orders of State Com-
mision the opposite party returned the amount of
Rs. 64,000. along with interest @ 16 per cent
which was given to him as advance, and to pay
compensation of Rs. 20,000 for the loss suffered
due to negligence of the party.

* A complaint was filed against the General Mana-
ger of Eastern Railway. Calcutta, regarding non-
working of fans and wooden shutters in coach of
Express train on particular day when the com-
plainant travelled. It was alleged that wife of the
complainant got injury due to exposed nails of the
upper berth in the compartment, as a result of
which the complainant and his wife suffered men-
tal torture, body iniury and humiliation. The State
Commission directed the Railway Administration
to pay compensation of Rs. 10,000 each to the
passengers.

¥ Acomplaint was filed against an iron and steel

-

dealer for charging excess price in connection
with the sale of iron rods. The State Commission
directed the return of amount of Rs. 12,500
along with a compensation of Rs. 10,000 to the
complainant for his physical and mental torture
and economic loss.

% Chairman of a sugar manufacturing concern filed
complaint against an engineering works for
refund of the amount of Rs. 1.8 lakhs paid in
advance and to pay compensation for the dama-
ges suffered by the complainant for non-supply &
commissioning of the ordered material. The State
Commission directed the refund of Rs, 1.8 lakhs
with interest % 18 per cent and a compensation
of Rs. 30,000.

* A complaint was filed against the railway autho-
rities of Asansol complaining about the bad non-
ditions of a retiring room at Madhur Railway sta-
tion. It was alleged that the bed-sheet had not
been provided, mosquito net was in bad shape
and the electric fan was not working. The State
Commission ordered the payment of Rs. 500 to
the complainant as compensation.

Users of Telegraph Services

PLEASE NOTE

The consumers Protection Council, Tiruchirapalli,
Tamil Nadu, has recently undertaken three important
studies. These covered the areas of postal delays,
toothpaste quality, and functioning of telegrams
service, Useful data has been collected by the Coun-
cil on these subjects. We give below the report of
survey relating to the operations of telegrams. It
shows how telegrams do not reach in time in a num-
ber of cases, and letters sent as substitutes can reach
earlier,

Telegrams Survey

The Consumer Protection Council, Tamil Nadu and
Seethalakshmi Ramaswamy College, Tiruchi B. Se.,
Maths Students jointly conducted a survey on the

L]
L ]

Telegraph Service.
The survey was done during the February March
at Tiruchirapalli.

The objective of the survey was to monitor and
find out the delay in Telegraphic service (ordinary).

It was assumed that Tiruchy being an important
city, the service provided here would be as efficient
as any other major town,

Modus Operandi

Our volunteers stationed themselves outside
important Telegraph offices in Tiruchy and as the
customers camé out of Telegraph office after their
telegrams, they were stopped by the volunteers and
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the following information was obtained.

1. Name and address of person to whom telegram
was sent,

2. Time and date of sending.

3. Name and address of sender.

On the same day. a reply post card was posted to
each of the recipients of Telegrams informing them
that a telegram has been sentito him/her from.........
Telegraph office by ......... person. They were requ-
ested to reply in the reply post card informing us the
date and timejof the receipt.

Our faith in Telegraph service was so strong that
we forgot to include a column whether Telegram was
received or not.

Survey Report

On the whole, ourlvolunteers met 83people who
had given telegram on 17, 18, 19 Febtuary at various
Telegraph offices in Tiruchi, and 83 cards were
posted,

We started receiving replies from the third day on-
wards. Besides the information : requested, we were
given valuable comments by the recipients. About
fifty percent responded.

The information in the replylcard has been tabula-
ted and analysed. It shows following results,

Six people said [they did not receiveithe telegram
at all. Atleast as on 28-2-89. Our subsequent cor-
respondence as on 1-4-89 with fthem gave us no
further information.

2. Itso happened that all the telegrams given
except three were to addresses outside Tamil Nadu.
Of the relegrams for which we had received replies

we found that 18 per cent of the telegrams were not
received at all.

24 per cent of the telegrams only had been
delivered within 2 to 4 hours. Some of the messages
were priority in nature.

12 percent of the telegrams had been delivered
within 4 to 6 hours.

9 per cent of the telegrams had been delivered
within 6 to 12 hours,

Another 12 per cent had been delivered within 12
to 24 hours,

Another 12 per cent had been delivered within one
day to six days.

3 out of 7 telegram to Madras from Tiruchi feached
after 24 hours inspite of a Store and forward
Miscrowave communication.

In telegraph services, what counts is the time it
takes to go to the teleprinter and the time it takes for
delivery. Transmission time is very little

It appears from this random preliminary survey that
only about 50 percent of the telegrams could serve
the purpose.

In about 50 per cent of the cases, letters posted
at the appropriate time had a chance of reaching
earlier.

To boot, the printed words in the Telegraphig form
says that the department is not responsible for any
delay in delivery. And the Department has no norms
set for the transmission and delivery of the telegrams.

In the next 8 months, the council plans to take a
nation wide survey on this service ina large scale
and force the department to become accountable
and establish time bound norms for delivary.

HeasS

Some Problems

Wg have received a note from Mr. D. Parashar of
Delhi who was previously connected with Telephones
Depsrtment in a senior capacity. In it he has dealt

of Telephones

with some of the problems encountered by the users
of telephones. The note is reproduced below :
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Indian Telephone Department, now': known: .as
- Department of Telecommunications, has over last-two
decades, steeply hiked its tariffs, while. its. services
have gravely deteriorated, both qualitat,iye,hgang,qyan-
titatively, over the same periods Those who lived in
Delhi/New Delhi, during late sixties, would recollect
that calls to 197 (Enquities) used to. be free (un-
metered). The Department, through an érbitrg’ar’i’ly
taken administrative decision, changed schéme of
things and calls to 197 became metered and charged.
No explanations for such an arbitrary and adverse
decision were considered necessary, by 'the Depart-
ment, to its clients/subscribers. $i2v

Looked at it rationally, why does '‘one feol any
necessity of ringing up 197 ? In Delhi, seatof Central
Government, number of changes of telephones taking
Place daily run into hundreds. Then there "are also
large number of telephones, which are left: out of
any issue of a Telephone Directory - and
a large number of entries are misprinted.” Issues: of
Telephone Directory are brought out with inordinate
delays. Why should hapless ITelephone . users . be
made to foot the bill for failures of the Department,
remains unanswered.

Copies of Telephone Directory used to'be delivered
at doors of Telephone users, till some years:back.
Again an arbitrary administrative decision was-taken, to
the disadvantage of Telephone users and the practice
was discontinued. Now subscribers - are :required to
collect these from Directory Distribution--cenfres'th_efn-
selves, which again are located at places convenient
for the Department. i

To start with, such distribution centres ased to be
located in each Telephone Exchange. Of late; these

are located either at Eastern Court only, or at the

most in offices of respective Area Managers. Such
centres are naturally located at considerabl distafces
from residences of subscribes. People-aré requifed
Yo carry their Directories to these distant centres.and
then qarrﬁy._cqp‘ies_ of new Directory back _to their

) s i T Lo e o N R O :éﬁ;!*'.llt'j.’.-‘l‘;.‘
fespective residences. Then at such distribution

.. Ina

& ﬂﬂf?m;?hgﬁ;)mplamﬁg}bsmibers are attend-
€d't6 Withir 2" hours is ‘correst. Instances are not

centres, long queues:form andiit-takes anything from
-haif.an hour-to one hour,. before, ane’s.turn,, comes
This entire process costs every subscriber. from 1/2 a
dayto a full day, for the entire process to be com-
pieted. The Deparrment has quiétly passed on its res-
ponsibility to the subscribers, without compensating

them in any manner whatsoever.
Jarge anddeveloping nétwork,

.. change of
Telephone numbers is a normal phenomenon. In case
of Delhi, it is a bit too frequent. _In_the past, change
of numbers and transfer of areas, from one Telephone
Exchange to another, was generally " linked " with
publication of an’issue of Telephone Directory, or at
least publication” of Tist of “affected nuriibers ‘in the
changeé-gver in ‘a supplement. Copies of such’supple-
ments were supplied by the Department,: tg" every
subscriber. For last several years now, -the Depart-
ment feels that it has discharged its’ duty fUIiyf by
just publishing fist of “such Telephohie humbers, in
Daily newspapers. ~ To top it all, such changes are
‘announced a number of times, during the périod bet.-
ween two issues of Telephone Directory. So the onus
ofkeeping track of ‘such lists and tonsulting so‘many
of them, at the time one needs to make ‘a Telephone
call,is again passed on ‘to subsribers. - Why can‘t the
Department time such changes that are to 'be effectsd
‘say‘ence:a-quarter,:and list of new- numbers opened
since publication .of previous. Directory, as well. as
those that are to be changed compiled in form of a
'supplement, copies of. which_ are supplied to every
;pubscriber 2. T R
Extent of complaint service (198) has been sg\'ae'fe'.ly
-curtailed particularly in Electronic Exchanges. Super- -

visory staff is not available between 6 P.M. and 8 AM.
.as well as on holidays. Similar is the case in respect
of out-door supervisory staff. This - has " drastically
“reduced the time during which complaints lodged by
subscribers of faults are attended to. Claim of the

Jackirig when faults continue for weeks on end; "

3 BT R o i G

HRITCY M i
Tt is'announced i Telephone Directory that a:sib
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_ to daily rated mazdoors.

scriber should complain to higher officers in case
duration of faults exeeeds more than 2 hours. But in
about 90-95 per cent cases these so called “‘higher
officers’’ are not available on their Telephones, when
some one wants to complain to them. Even if they
are available in their offices, it is most common for
their PAs and other staff, to blandly state that they
have gone out. Some times one is unable to estab-
lish contact with officers even after making a dozen
and more calls. The Department merrily continues
to earn revenue for-every call made. So while the
subscriber is denied service of Telephone, the De-
pa:tment is better off, as it is earning revenues even
for its failures. This is perhaps the only Department
that benefits from its failures.

In days gone by only line-men. used to handle
faults. Now for several years this job is assigned
With no experience and
training, they flounder their way. The fault rectifica-
tion is not satisfactorily done and takes much longer
than it should. This seems to bother no one. Nobody
feels concerned as to why a Telephone develops
faults repeatedly and at short intervals®

Tariffs of services offered by Department of Tele-
communications have been rising steeply. This acti-
vity of Department bears no relation to proportionate
improvement. in functioning and services of the
Departmant, The main emphasis is on somehow
earning revenues. :

The Department is becoming excessively top
heavy. It is possible to get post of a General Mana-
ger sanctioned far more easily than that of a Clerk,
a Telephone operator or a peon. Fot example, in case

of Delhi Telecommunications itself, where there used -

to be one General Manager, assisted by 4-5 Addi-
tional General Managers, now there is one Chief
General Manager, assisted by 4-5 General Mana-
gers. Story is the same in every move or exercise the
Department undertakes, the most important motive is
career promotlon of senior functionaries, who func-

tion as a closed society, taking great care of mutual
interests. Improvements in quality of service rendered
to subscribers is of no consequence.

It is quite often observed that the Department pats

its back for improvements brought about in services

rendered. Much of it is due to the superior type of
equipment being progressively useli, viz. electronic
epuipment. It only functions much better, but also
takes much lesser time to instal. It also requires
much lesser space than in case of equipment used
earlier. Improvement of service is not due to any
improved efficiency of functioning of the Department
for which they could legitimately take any credit.

It is imperative that télephone users are organised
on a platform, from which they could move to look
after their interests. Itis also necessary that fleecing
of subscribers is brought to the notice of National
Commission Disputes

Redressal and Constmer

Forums, so that suitable directions are issued to-

the Department to ciop its depredations.

The other day the Chief General Manager Tele-
phones, New Delhi, patted his back, thatrevenue of
the Department has risen considerably since forma-
tion of Mahanagar Telephone Nigam. This has in fact
become possible due to accelerated opening of
Telephone Exchanges. with imported Telephone

equipment and steep rise in tariff from Rs. 200/- to Rs.

330/- for a period of two months. No one has
bothered to see if increase in tariff is commensurate
with improvement
bers.

in services rendered to subscri-
Even a minor shower in Delhi renders
hundreds and thousands of Telephones outoof order,
for periods longer than 15 days to 30 days at a
time. Still the Department does not feel obliged to

give rebate of rental to subscribers.
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The Package“ Can Deceive

Nearly all the products in the markets of the coun‘tr\},

being sold in packages.

appeared recently in the Evening News of Delhi.
consumers.

As a housewife or a customer who scours the
markets for daily consumables, are you aware that
the packaged form in which you buy most of your
commodities can and very often do subtly mislead
you into making a wrong choice ? That you may
select a face cream, a toilet soap, or a processed
food which appears cheaper compared to competing
brands simply because the. manufacturer is using
what is known as deceptive packaging.

Today, most commodities are sold in pre-packed
forms, While this is definitely convenient in many
ways, it also means that the customer cannot direct-

ly ascertain either the quality or the contents of the
package.

Few people are aware that even leading manu-

facturers and large companies often take advan-
tage of this and resort to what is known as ‘'decep-
tive packaging”. Fewer still know that they need
not be helpless spectators when they are duped in
this manner as there are specific laws to prevent
this and protect the interest of the consumers. These
laws were formulated in India under the amended
Standards of Weights and Measures Act, 1976.

According to these rules, ‘‘deceptive package'’
means a packet which is so designed as to delibe-
rately give the consumer an exaggerated or mislead-
ing impress‘on as to the quantity of the commaodity
contained therein, except where bigger dimensions
of the package can be justified by the manufacturer/

There are certain other
description of their contenfs. Some of these are presented in a

except certain bulk products, are now

Importance of packages and the observance of rules prescribed under the pack-

n article of Ms Anjana Pasricha, which

We reproduce this article for wider dissemination to the

packer on the ground that such dimensions are

necessary for giving protection to the commodity
contained therein,

of the machinery used for filling the packet.

However, some manufacturers- continue to circum-
vent the provisions of the Act in various ways. The
problem is particularly rampant in the cosmetics in-
dustry and.to some extent in the processed foods
industry. It basically stems from the fact that most
consumers tend to judge the quantum of a product
from the visual size of a bottle/jar/packet rather than
by the net weight printed on it,-

or for meeting the requirements

Secondly, even the discerning consumer can be

_fooled due to the proliferation in pack sizes which

often makes a per unit price comparison difficult.
Thirdly, manufacturers sometimes tend to reduce the
quantity of a product marginally while retaining the

price and the original pack size of the larger pro-

duct. Let us examine a few typical examples.

A 150 ml bottle of shampoo may look as big as a |

200 ml bottle if it uses a small base and a long,
narrow neck. While selecting a brand, most consu-
mers will simply judge by the display on a chemists
shelf or in a general store rather than peer finto

labels on different bottles trying to read the weight

and make a price comparison. :

Many cosmetic creams are packed in jars with

———
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unnecessarily thick walls and false bottoms to in-
crease the overall package size. Detergent are some-
times filled in cardboard boxes or even plastic
pouches where 25 per cent of the space is not filled
Biscuit packs (specially the large ones) may have a.
lot of unnecessary stuffing around them. This is
specially true for the wide variety of ‘gift packs’ by
biscuit, sweets and dry fruits manufacturers or dealers
marketed at Diwali-and Christmas time..

Officials of the Directorate of Weights & Measures
point out that the discipline of using ‘fair’ pack sizes
has been imposed to soms extent on the organised
sector in Indian industry. But subtle violations
continue, specially because it is very often legally
difficult to 'establish thata particular package is
deceptive.

The cosmetics industry, for instance, often uses
the plea that some insulation is necessary in bottles/
jars to protect the product. Hence consumers would
be well-advised to carefully read the weight printed
on all items particularly soaps, detergents etc. before
making a purchase.

Proliferation in unit sizes is another ploy used by
manufacturers to fool people. This again has been
controlled to some extent by the law relating to stan-
dard pack sizes. Under this law, 34 commdnlv
used commodities such as tea, coffee, soap, tooth-
paste, baby foofls etc. can only be packed in weights
as prescribed by the rules for each item.

Thus toothpaste was earlier packed in odd quanti-
ties such as 98 grams, 130 _grams, 245 grams and
so on. Now the rules prescribe that tooth-paste can
only be packed in net quantities of 50 grams. 75

grams, 100 grams, 125 grams, 150 grams and
hereafter in multiples of 50 grams. How does this
help the consumer ? the following chart provides
the answer.

Non-standard packs : W

245 grams—Rs. 6,90
525 grams—Rs. 14.50
Standard packs :

250 grams—Rs. 7.05

500 grams—Rs. 13.80

In the former case, the consumer would need a
calculator to make out which is cheaper. In the
latter the judgment is quick and instant.

Another example of such subtle deception is :

Marketed by A 450 grams for Rs. 20.70. Matket by
B 500 grams for Rs. 22.00.
= Calculated price : A 500 grams—Rs. 23.00, B 500
grams 22.00. ;

While the rules have safeguarded the consumer to
some extent, there is still unnecessary proliferation
Thus sampoo is available in 150 ml., 180
ml and 200 ml sizes (besides others).
in this small range are often difficult.

in sizes.
Comparisons
Most toilet

Soaps are available in the 100 gram size but occa-
sionally there is a manufacturer who markets his
product in the 75 grams or 80 grams sizes. The
outer carton in this case continues to look very much
like that of the former size. In such a case, the

consumer must be wary and use his own Judggment.

Any gross and blatant violations of these rules can
be reported by any consumer to the Controller,
Weights and Measures, Delhi Administration, C.P.0.
Building, Kashmere Gate, Telephone 2515573, Alter-
nately, you can take your complaint wth the Presi-
dent (Disttict Forum), Consumer Disputes Redressal
Room [No. 2 and 3, Old Civil Supply Building, Ti.
Hazari Court Complex, Delhi, or to the corresponding
District forum of the district and the Controller of
Weights & Measures,
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For Pensioners

Pre-1973 Pensioners

The case relating to pre-1973 pensioners is back
again in the Supreme Court. The Central Adminis-
trative Tribunal decided in favour of the pensioners.
Government of India filed appeal against the
decision of CAT, Pensioners gave up the claim
relating to gratuity on_the impression being given
that the government would not contest the matter
of pension: but later the government again moved
the Supreme Court on the plea that there had been
a misunderstanding. On behalf of pensioners a
petition was submitted before CAT about contempt
of court for non-implementation of its decision.
Meanwhile, the government has been able to sacure
from the Supreme Court a directive that the entire
appeal against the original {decision of CAT will be
heard again. The hearing of the case is expected
to come up after the summer vacations. Effort of
the government is to somehow get this case tacked
on to other pending writ petitions in which certain
other claims made by the pensioners, arising from
the original Supreme Court judgement on pensions
case, fare pending. If this gete done, the case of
pre-1973 pensioners will unfortunately languish
and may not be decided for long.

The original CAT judgement 'regarding pre-1973
pensiones related to the claim of all=India Services
pensioners. COMMON CAUSE filed application
before CAT that this decision should have application
to all pensioners and not be restricted to all-India
Services pensioners. This matter has also been now
taken to the Supreme Court by COMMON CAUSE
in the shape of an intervention application which
will come up when the main appeal is taken up for
hearing.

Family Pension Benefits
We reproduce below a letter written by COMMON

CAUSE to the Pensions Department of the Govern=
ment of India on which a favourable decision has
recently been announced by the government,
allowing the benefits of family pension to pe-
extended also to the widows of pensioners who marry
after retirement, provided the marriage has taken place
during the period of five Years after retirement or

before reaching the age of 45 years whichever is
earlier.

The letter reproduced below was addressed to
the Pensions Department, with copy to the Defence
Ministry :

“A matter of considerable seriousness has been
brought to our notice relating to family pension of
the Defence personnel | am referring it to you.
| would be grateful for your kindly examining it in

‘consultation with the Ministry of Defence.

As you know the Defence personnel, particulerly
in the ranks, retire very early. Besides the factum
of early ratirement] the jawans of all the three
services, in early years of even twenties, face
hostilites in the field, as in Sri Lanka at present,
When a jawan suffers serious disability he gets
disability pension. He is no longer utiliseable for
service and is therefore retired while he is still very
young. We understand that if such a jawan,
suffering serious disability, mamies after he is
discharged from service and after he is placed on
retirement list, his widow will not be entitled to ;
any family pension on his demise. This is obviously
very cruel. We can”understand the need of such
a rule operating in the case of government servants
who retire after the normal period of service, say
at the ege of 58 years; if such a retired
government servant marries, his widow. on his
demise, is not entiled to pension. Even in such a
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‘ case, where fhe marriage is genuine, it is hard to Provident Fund Retirees
{ deprive the widow the banefits of family pension,

: ? . : Enquiries keep coming to us from persons who
but in the case of yound jawan who gets serious :

disability and who marries after being placed on i on.provident fing 9_'," as is claimed, on full
retirement list, such deprivation of family pension Al 43 mamr yas faken to the Supr?mp

{I entitlement is totally unjustifiable. On suffering Court by some senior railway. - retirees, clalming
the disability he might marry so that his Wife can pension in'the: presenit cifcumstances. The matter
look after him, then, why should his wi o 3% i is still before the Supreme Court. One cannot
demise, not be treated as the normal widow and be sonjecture a8 fo- whin: this SHee W T dec'fded.
rendered entitled to the benefits of family pension? Obviously, when the. decision is Yalan It weeut
This would of course be equally applicable to the Pobieitad:

. children who are made entitled to the bedefite of Numerous other problems of pensioners, individual
family pension in the prescribed circumstances.

, as well as collective, keep coming to us. We
i We understand that such deprivations are causing

resentment in the defence personnel. Obviously, .
i : d to t Pensions Department or
it is desirable that the Government should avoid these are forwarded to the Pe 4 P

cannot of course deal with Individual problems:

| giving opportunity of building of such resentment” the Defence Ministry as the case my be.

* (Continued from Page 1)

. not issuing to any person more than two copies of birth and death certiticates at a time. As these are now-a-days
required for various purposes and the applicants are prepared to pay the fees for the purpose there is now
reason why this limitation on the number should be arbitrarily fixed. We took up the matter with the Chiﬁ
Secretary of Delhi Administration. The government has now issued the [requisite instructions that applicants

. |

should be given any number of copies they require. :

We lodged a complaint with the Delhi Consumers Disputes Redressal Forum about the non-printing of
price on the Kodak films. The plea normally taken by the dealers is that Packages of imported products do not |
need to comply with the Packaged Commodities Rules, which is obviously wrong. The Forum . directed the
concerned company, which imports these films, to ansure that price is marked on the film packages. Period ‘
of one month was given for compliance with the order. The company has not yet complied with the order, We I
have accordingly requested the Delhi Forum to now initiate action of passing sentence against the company
under S. 26 of the Consumers Protection Act which provides for Imprisonment and fine for ’non-compliance,

-
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Society for ventilating common "problems of the people
JOIN COMMON CAUSE AND TELL OTHERS TO JOIN

COMMON CAUSE is registered society, non-political non-profit, non-sectarian and veluntary. It has
membership spread all over the country.

You can become & member. Membership subscription is only Rs. 25 for annual, Rs. 60 fer two years
and Rs, 150 for life membership.| Send the subscription to Secretary, COMMON CAUSE, (Office address 1
C-381, Defence Colony, New Delhi-110024), preferably by bank draft or money order, along with name and

_full address (in capital letters), Periodical ‘"COMMON! CAUSE" containing finvaluable material goes free to
members.

Governing Council of COMMON CAUSE includes persons of eminence such as a |former Auditor
General of India, Governor, Chief |Secretary, Member of Central Board of Revenue, Director General Indian In-
stitute of Foreign Trade, Major General Area Commander, Brigadier, Senior-Advocate etc.

Its achievements include : Supreme gCourt verdicts [regarding extension of pensionary liberalisation
benefits to all pre-1979 pensioners. family pension benefits to all pre-1964 pensioners and restoration of
pension commutation to all' pensioners, these various benefits reaching over two million pensioners; straighten=

_ing out of 'the excruciating problems of property tax through Supreme Court Judgement; developing conditions
for abolition’of estate duty; smoothing out the areas of income tax, wealth tax, gift tax through representations
to the Finance Ministry ; Delhi High Court verdict relating to excessive electricity charges based on defective
and stopped meters: bringing about conditiens which necessitated bifurcation of telephone department and
postal department, etc, ;
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1. MEMBERSHIP FEE: Annual fee for the individual Membership Rs. 25/-. For two years Rs. 50/- Life
Membership for individuals Rs. 150. Annual Fee for Association Membership for Societies and organisa-
tions. Rs. 100/-.

2. Bank Draft/Postal Order/Crossed Cheque be sent to Secretary, COMMON CAUSE at address : C-381,
Defence Colony: New Delhi-110024, Kindly remit preferably by Draft/Postal Order/Money Order to
avoid disropoprtionate bank commission and delay in case of outstation cheques.

2, Kindly aive full address, also at bottom of Money {Order if fee is forwarded through M. O. Quote Member-
ship number while remitting renewal fee. Membership takes effect from the date of enrolment.
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