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COMMERCE (MARKETING)
( Major )
Paper : BCM0600704
( Consumer Affair and Customer Care )
Full Marks : 60

Time : 2% hours

The figures in the margin indicate full marks
for the questions.

1. Choose the correct option : 1x8=8

wm Re=e ﬁﬁ%ﬁﬁﬁl :
@) When is the National Consumer Day
celebrated?
BT 2z e (AT AT T = ?
(i) 15 March/>e 16
(i) 24 December/x8 ft5aR
(i) 8 March/v I
(iv) 25 December/x¢ o573
(b) Which of the following is a standard for
agriculture marketing?

o CFICE! R ISP A GG T ?
(i) AGMARK /9
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(c)

(@)
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(2)

(ii) Hallmark/Z =9
(iij) Silkmark /eI
(iv) Woolmark /Ters<
A complaint should be filed by a

consumer within from the date of
cause of action.

(A6 TR O [ T oo amgs
S iRe R = |
(i) 1 month/> M
(ii) 6 months/% TR
(i) 1 year/> =3
(iv) 2 years/X J=3

Which one of the following is not an
external complaint handling system?

fafiRe w1 TR AR R
T[IFN 1= ?
(i) Lok Adalat
CoTI® SMIeTo
(i) Public Interest Litigation
erza] TS (M
(i) Customer care centre
ARE CHI (X
(iv) Awareness programine

ool FEH!

( Continued )

(e)

26A/351

(3)

Appeal against the order of the State
Commission should be made within how

many days of the order?

T IR SR [em Sfe <R3
G TorE oW [ [(Fum e oo

AT F A0 2
(i) 45 days/8¢ fast
(i) 30 days/wo LT
(i) 15 days/s¢ fd
(iv) 1 day/> fa=
FSSAI is a statutory body established
under which of the following acts?
FSSAI fafiRe @ Sz Sfme 2o ¢
s siczr 9
(i) The Consumer Protection Act, 1986
ISR EER RS ECAELAS
(i) The Electricity
Commission Act, 1998
e Frage SR S, S5
(ii)) The Bureau of Indian Standards
Act, 2016
SO TWF JCAT T2, 0>
(iv) The Food Safety and Standards Act,
2006
A% ] SIF 7Y HZA, 200Y

Regulatory

( Turn Over )



(9)
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(4)

Which of the following statements is
true regarding deficiency of service?

CRR SeRR Sroe fmERe @mol [
3%} 2

(i) Fault or imperfection in quality or
purity of goods is deficiency of
service.

AR @dste qW A Rwmer oE A
Spreejefel (R CRR SIe[ |

(i) Defect in goods and deficiency of
services is same.

AR F6 9 CGAR o[ IGF |

(iii) Consumers can seek compensation
only for defect in goods.

RS TG AN F69 TR FSo[G
EREsEIGHE

(iv) Any inadequacy, fault or negligence
in quality or performance of a
service is deficiency of service.
CRR @ IW AR g
wergel, @ A SIS xw ceEm
e |

( Continued )

(5)

(h) Which one of the following is not an
external factor in determining price of a

product?

fufRe @A A998 W/ [fRE cFae 99

AR T 7 ?

(i) Demand /ST

(ij) Supplier/ @RI

(iii) Cost of product/“M 40
(iv) Competition /2SS

2. Answer any six of the following questions :

2x6=12
ARl R e Tl 2R Ted i :
(a) What is MRP? '
MRP G & 2
(b)) Mention the role of Bureau of Indian
Standards.
SR e AR PR SeEd |
(c) State two causes of customer
dissatisfaction.
“12Fq SPTEe o1 PR SeEd
(d) What is citizen’s charter?
s BIoE e 2
(e) State two rights of consumers.
aTES qol A Twd 9
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(6)

(f) Mention two types of labels.

7R (T S 4 |
(g) State two functions of TRAL
TRAIR 751 1 & 3941 |
(h) What are frivolous and vexatious
complaints?
A wr e wifScme &2

(i) Mention two reliefs that can be granted
under the Consumer Protection Act.
2T AT W29 SRS AW N Kol AR
R Sy w4 |

() Who is a consumer according to the
Consumer Protection Act?

2ATRS A5 S SIS &A= & 2

3. Answer any four of the following questions :
5x4=20

FafeRs @ e wifRe 2 Teg fa -

(@) Explain the different types of
complaining customers.

fifn aea St F 11 2Ar=FF 361 7471 |

(b) What is temporary injunction? What are
the grounds of temporary injunction?

S e e 7 owd frden B
o
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(c)

(@

(9)

()

(7)

State the role of consumer organizations
in consumer protection.

IZF SRFC AT ARF RGP Pl SCEd
41
What are the functions of packaging?

GrerERR™ IR 2

State the composition and objectives of
the Central Consumer Protection Council.

@I A1EF S ARTE o0 SF SRR
10 3401

Write a short note on hallmark.
Hallmark’3 @°{@ ¢ft 55 (Br feisi |
Explain what is unfair trade practice.
S Jafens 2= e =, G0 <40

What are the grounds of accepting
complaints by the banking
ombudsman?

@ TR sfecs azeE ks 52

4. Answer any two of the following questions :

10x2=20

e & e EBT opq Tad frE -

(a)

26A /351

Discuss the three-tier consumer dispute
redressal mechanism for the redressal
of consumer grievances.

] SSCEeE TR A oM B A
Ram farm IaER [Rae SeEmw 94 |
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(8)

(b) Who can file a complaint? Explain the
steps in filing of a complaint under the
Consumer Protection Act.

S @A wike FRI AT ? AXF
iR Wl Sfe@el wkE TR AT
RURIESIN

(c) Make a detailed discussion on the
alternatives available to dissatisfied
consumers.

TR AR A Toerd [P 8o
g% R e =4 |

(d) Discuss the history and growth of
consumer movement in India.

SROS ARF HCHEET 205 oF Ifad [Ew
SICATSAT 3541 |

(e) Describe the regulations for regulating
product and service advertising in India.

S[ES * % R Reen fygr Fawems

efett T4 |
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