
                                                            

 

                                              

 

 

 

 

 

 

 

 

 

 

 

 

 

 

   

 
 

                                                                                                                                                                                             

Consumer proteCtion (e-CommerCe) ruLes 2020 

The 'Consumer Protection (E-Commerce) Rules, 2020', notified on 23 July 2020, are part of the Consumer 
Protection Act, 2019. It will be implemented from 27 July 2020.  

They aim to protect the rights of consumer by establishing authorities for timely and effective administration and 
settlement of consumers' disputes, and cover marketplaces working as aggregators, and inventory-led models 
where the retailer owns the stocks 

KEY HIGHLIGHTS 

1. Applicable to all electronic retailers registered in India, or abroad but offering goods and services to Indian 
consumers. 
 

2. DISPLAY: 
 Details of Seller – Name of the business, address, customer care number and rating/feedback 
 Total price, with breakup of other charges 
 Expiry Date 
 Country of Origin 
 Details of return, refund and exchange 
 Details of warranty and guarantee 
 Details of delivery and shipment 
 Details of available payment methods, security of those methods and any fee/charges payable  
 Grievance redressal mechanism 
 Any other similar information that may be required by consumers to make informed decisions. 

 
3. ADVERTISEMENT 

 Should be consistent with the actual characteristics, access and usage conditions 
 Does not permit false representation of itself as a consumer and post reviews about goods and services 

 
4. REDRESSAL OF GRIEVANCES 

 Mandates to have grievance officer. 

 The grievance officer must acknowledge receipt of consumer complaint within 48 hours 
and must redress the complaint within one month from the date of receipt. 
 

5. E-commerce entities should not impose cancellation charges on consumers cancelling orders after 
confirmation, unless sellers are ready to pay similar charges in case of cancellation of orders from their side. 
 

6. Sellers cannot refuse to take back goods or withdraw services or refuse refunds, if such goods or services are 
defective, deficient, delivered late, or if they do not meet the description on the platform. 


