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Consumer Protection Act (CPA) 

 

Introduction to the Consumer Protection Act (CPA) 

What is the Consumer Protection Act? 

• The Consumer Protection Act (CPA), originally enacted in 1986 and significantly updated in 2019, 
is a welfare legislation aimed at protecting the rights and interests of consumers in India. 

• It provides a legal framework to address grievances related to defective goods, deficient services, 
and unfair trade practices. 

• Any act of negligence, misinformation, or malpractice may subject them to legal consequences 
under this Act. 

Key Terms Relevant to Pharmacy: 

• Consumer: A person who purchases medicines or uses pharmacy-related services for a price. 

• Goods: Includes pharmaceutical products like tablets, syrups, injections, etc. 

• Services: Includes healthcare and pharmacy-related services such as counseling, prescription 
verification, and drug dispensing. 

Unfair Trade Practices in Pharmacy: 

• Selling expired, spurious, or unauthorized drugs. 

• Providing false or misleading information on labels or verbally. 

• Charging above Maximum Retail Price (MRP). 

• Not providing a bill or receipt. 

• Over-prescription or upselling drugs unnecessarily. 

• Refusing to substitute with cheaper or generic equivalents when appropriate. 

Consumer Redressal System Under the CPA: 

• District Commission: For claims up to ₹50 lakhs. 

• State Commission: For claims between ₹50 lakhs and ₹2 crores. 

• National Commission: For claims exceeding ₹2 crores. 

Consumers can file complaints regarding pharmaceutical negligence or unethical practices at any of 
these forums, depending on the value of the claim. 

Implications for Pharmacists: 

• Legal: Must comply with laws regarding drug sale, pricing, and prescription. 

• Ethical: Must act in the best interest of patients and public health. 
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• Professional: Responsible for the quality of goods and services provided. 

 

Consumer Rights Under the CPA (Applicable to Pharmacy): 

1. Right to Safety 

➢ Consumers have the right to be protected from goods and services that are hazardous. 
Pharmacists must ensure they do not dispense expired, adulterated, or counterfeit 
medicines. 

2. Right to Information 

➢ Patients must be informed about the correct dosage, side effects, storage conditions, and 
expiry of drugs. Proper labeling and verbal counseling are essential. 

3. Right to Choose 

➢ Consumers must have access to a variety of medicine brands, including generics. 
Pharmacists should not limit choices unnecessarily or push a specific brand for profit. 

4. Right to be Heard 

➢ Complaints and grievances should be acknowledged and acted upon. Pharmacists must 
be open to feedback and act professionally. 

5. Right to Redressal 

➢ In cases where consumers are harmed by substandard or incorrect medicines, they can 
seek compensation and legal remedy under this Act. 

6. Right to Consumer Education 

➢ Pharmacists play a role in educating consumers about the correct use of medicines, 
adverse effects, and storage. 

Example in Pharmacy Practice: 

• If a pharmacist dispenses the wrong drug or dosage due to a misreading of a prescription, and this 
leads to serious harm to a patient, the patient (consumer) may: 

o File a complaint under the Consumer Protection Act. 

o Seeking compensation for damages. 

o Report the pharmacist to regulatory bodies like the State Pharmacy Council. 

Importance of CPA in Pharmacy Practice 

• Promotes accountability in pharmacies and pharmaceutical companies 

• Ensures ethical dispensing and sale of medicines 
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• Encourages transparency in drug pricing and advertising 

• Discourages unethical promotions of drugs 
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