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Abstract - The growth of the e-commerce has transformed
retail and the service delivery systems in an india, especially in
a metropolitan cities that has included the Chennai. However,
this digitizating has also led to the increasingcases of the
consumer rights violatings, an including of misleading of
advertisements, data privacy breaches, defective product
deliveries, and the grievance redressal delays. Allowance of
consumer protecting in this evolving of digital marketplace is
essential for a fostering of trust and the promoting sustainable
digital growth. Despite existing of legal frameworks such as the
the Consumer Protecting Act, 2019 and the Consumer
Protecting (E-Commerce) Rules, 2020, many of the consumers
remain unaware of the its rights and the face challenges in a
resolving of disputes. There exists a research gap in a
understanding of the effectiveness of the policies and the its
enforcement from the a consumer perspective in a local urban
context like the Chennai. A mixed-methods approach was
adopted. A structured questionaire was distributed to the 300 e-
commerce consumers in a Chennai. Quantitative data was
analyzed using the statistical tools that has included the SPSS
for a frequency distributing, cross-tabulating, and the
regression analysis. Qualitative insights are gathered through
the interviews with the consumer rights advocates and the
analyzed using the thematic coding. Findings indicate that only
42% of the consumers are aware of the its rights in a e-
commerce. Around 61% reported issues such as the delayed
deliveries, while 29% faced data security concerns. Regression
analysis showed a significant relationship between the
awareness level and the consumer satisfaction.

Keywords - E-commerce, consumer protecting, Chennai,
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L INTRODUCTING

The advent of the e-commerce has transformed the retail
landscape globally, with the India experiencing of an
exponential rise in a online transactions in a last decade.
Chennai, one of the India’s leading of metropolitan cities, has
emerged as a key hub for a e-commerce consumption due to
the increasing internet penetrating, smartphone usage, and it
digital payment adopting [1]. According of to the industry
reports, an india’s e-commerce market is expected to the
reach USD 200 billion by 2027, with the urban centers that
has included the Chennai contributing of a significant share
[2]. This shift has offered consumers unprecedented
convenience, product variety, and the pricion of advantages.

However, this growth has been accompanied by a
corresponding surge in a consumer grievances. Common
issues include non-delivery of the goods, receipt of the
defective items, misleading of advertisements, poor after-
sales support, and the compromised data privacy [3]. While
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e-commerce platforms offer some internal mechanisms for a
dispute redressal, these are often opaque and the inadequate,
especially for a consumers with the limited digital literacy.

Despite the enactment of the robust frameworks that has
included the Consumer Protecting Act, 2019 and the
Consumer Protecting (E-Commerce) Rules, 2020, actual
implementation and the consumer awareness remain critical
issues [4]. A major challenge is that many of the consumers
are unaware of the its rights under the legal provisions.
Additionally, grievance redressal mechanisms are often
either inefficient or biased in a favor of the platforms,
especially in a cases involving of large multinational e-
retailers [5].

While the legal framework exists to the protect online
consumers, there is a lack of the empirical data regarding of
how well the laws functing in a real-world scenarios in an
indian metros that has included the Chennai. The
effectiveness of the existing of consumer protecting
mechanisms and the role of the consumer awareness in an
influencing satisfaction and the redressal outcomes remains
underexplored [6].

Objectives:

e To assess the level of the awareness among Chennai
consumers regarding of its rights under the Indian
consumer protecting laws in a e-commerce.

e To analyze the types of the grievances most
commonly experienced by consumers during of
online transactions.

e To evaluate the efficiency of the redressal
mechanisms provided by e-commerce platforms.

e To explore the relationship between the legal
literacy, consumer trust, and the satisfaction in a e-
commerce.

This study contributes to the existing of body of the
knowledge by offering of a city-specific, data-driven
evaluating of the consumer protecting effectiveness in a e-
commerce. Unlike most national-level studies or legal
analyses, this research uses a mixed-method empirical
approach, combining of large-scale consumer surveys with
the qualitative expert interviews to the provide a multi-
dimensional understanding of of the consumer experiences in
a Chennai.

The novelty lies in a combination of the socio-legal
analysis with the consumer behavior analytics, offering of
insights that are actingable for a policymakers, platform

Authorized licensed use limited to: Indian Institute of Technology Gandhinagar. Dowh®8ded on September 18,2026 at 17:55:12 UTC from IEEE Xplore. Restrictions apply.



2026 International Conference on Green Technologies and Sustainable Solutions (GTSS)

providers, and the consumer advocacy groups. Furthermore,
this study proposes a Consumer Protecting Index tailored for
a regional e-commerce environments, based on real-time
consumer experiences, which can serve as a model for a
similar urban studies across the India.

II. RELATED WORKS

Several researchers and the regulatory bodies have
explored consumer protecting in a digital space, but most
studies are either theoretical or focused on western contexts.

A study by [7] examined consumer trust and the
satisfaction in an indian e-commerce but focused primarily
on user interface quality rather than legal protectings. It
emphasized that consumers tend to the rely more of a on peer
reviews and the platform reputation than legal safeguards.
However, this misses the critical link between the consumer
literacy and the empowerment in a seeking of redress.

In the paper [8] conducted a comparative study between
the offline and the online grievance redressal systems. Its
findings revealed that more of a than 60% of the consumers
found online systems inadequate in a resolving of disputes,
especially in a Tier 1 cities. However, this research did not
factor in a regional cultural or ling uistic barriers that affect
platforms with the responsiveness and the consumer’s ability
to the navigate legal systems.

In the paper [9] explored the role of the digital payment
systems in an influencing of consumer complaints in a e-
commerce. It found a strong correlation between the payment
method and the frequency of the transaction-related
grievances. Its recommendating for a platform accountability
in a failed transactions aligns with the focus of the present
study.

In the paper [10] investigated awareness levels of the
Consumer Protecting Act, 2019 among undergraduate
students in a South India. Although insightful, the study’s
populating (students) limits its generalizability across the
income and the age groups. Our proposed study bridges this
gap by incorporating of a diverse stratified by age, gender,
and the income groups across the Chennai.

A report by the Ministry of the Consumer Affairs [11]
outlined the operational challenges in an implementing of the
Consumer Protecting (E-Commerce) Rules, especially
regarding of cross-border sellers and the platform neutrality.
While the report is policy-focused, our study complements it
by assessingon-ground consumer experiences and the
satisfaction with the dispute resolution mechanisms.

Lastly, [12] analyzed court cases related to the e-
commerce fraud filed in an indian consumer forums between
the 2015-2022. Its work highlighted legal delays and the
jurisdictional confusion. However, an its emphasis was on
judicial outcomes rather than the preventive power of the
consumer education and the platform accountability, which
this study aims to the highlight.

These existing of works point to the piecemeal
evaluatings of the e-commerce consumer experience. Our
study has classified itself by offering of an integrated,
empirical, and the region-specific investigating, which can
serve as a pilot for a future digital consumer protecting audits
in a other Indian cities.

II1. PROPOSED METHOD

The research followed a systematic process as in a figure
1:

1. Literature Review — Examined national and the
international laws on digital consumer protecting.

2. Survey Design — Created a structured questionaire
focusing on consumer rights, dispute experiences,
and the satisfaction levels.

3. Sampling — Used stratified random sampling across
the age groups and the income levels within Chennai
to the select 300 respondents.

4. Data Collecting — Deployed both the online (Google
Forms) and the offline surveys.

5. Data Analysis — Quantitative data analyzed using
the SPSS (version 26), qualitative interviews are
coded manually to the identify recurring of themes.

6. Validating — Results are validated by cross-
referencion of with the data from the Consumer
Helpline and the advocacy groups.

Literature Review

Survey Design

Sampling

Data Collection

Data Analysis

Validation

Fig. 1: Proposed Framework
A.  Survey Design

The survey was designed to the capture key aspects of the
consumer protecting awareness and the experiences in a e-
commerce transactions in a Chennai. The questionaire
consisted of the four sectings: demographic informating,
awareness of the consumer rights, experiences of the
grievances, and the satisfaction with the grievance redressal
mechanisms.

e Demographic Secting: has included the age, gender,
an income level, and the education.

e Awareness Secting: Measured knowledge of the
consumer protecting laws and the rights using the
Likert scale (1 to the 5).

e Grievance Experience Secting: Identified types and
the frequency of the issues faced.

e Satisfaction Secting: Assessed satisfaction with the
resolution process.

Authorized licensed use limited to: Indian Institute of Technology Gandhinagar. Dowb®hded on September 18,2026 at 17:55:12 UTC from IEEE Xplore. Restrictions apply.



2026 International Conference on Green Technologies and Sustainable Solutions (GTSS)

The questionaire was pre-tested with the 20 respondents
for a clarity and the reliability, resulting of in a Cronbach’s
alpha of the 0.82, an indicating of good internal consistency.

B.  Sampling

A stratified random sampling technique was employed to
the ensure representative coverage across the different age
groups, genders, and the income brackets in a Chennai
provided in a table 1. The city’s populating was divided into
the strata based on census data, and the respondents are

randomly selected within each stratum.

TABLE I: STRATIFIED SAMPLING DISTRIBUTING BY AGE

TABLE II: GENDER DISTRIBUTING of the RESPONDENTS

Gender Frequency Percentage (%)
Male 165 55
Female 135 45

TABLE III: AWARENESS LEVEL of the CONSUMER RIGHTS

Consumer Right Awareness (Scale 1- | Frequency | Percentage
5) (%)

1 (Very Low) 45 15

2 (Low) 90 30

3 (Moderate) 75 25

4 (High) 60 20

5 (Very High) 30 10

TABLE IV: TYPES of the GRIEVANCES REPORTED

GROUP
Age Group Populating Proporting (%) Size (N=300)
18-25 30 90
26-35 35 105
36-50 20 60
51+ 15 45

This ensured balanced representating, allowing of
meaning of ful comparative analysis.

C. Data Collecting

Data was collected through the both the online and the
offline methods over a 6-week period.

e Online Surveys: Distributed via social media
platforms and the email to the digitally active
consumers.

e Offline Surveys: Conducted face-to-face in a public
places such as the malls, metro statings, and the
markets to the include less digitally active
respondents.

This mixed-mode approach helped has reduced bias and
the increased participating from the all socioeconomic
backgrounds.

D. Data Analysis

Quantitative data was processed using the SPSS software.
The analysis included:

e Descriptive statistics (mean,
percentages) to the profile respondents.

frequency,

e Cross-tabulating to the identify relationships
between the demographics and the awareness levels.

e Regression analysis to the explore the impact of the
awareness on satisfaction.

The key relationship between the awareness score (A) and
the satisfaction index (S) was modeled as a linear regression:

S=B0+p1A+e 1
Where:
S = Satisfaction index
A = Awareness score
0 = Intercept

B1 = Coefficient representing of impact of the awareness
on satisfaction

€ = Error term

Type of the Grievance Frequency Percentage (%)

Delayed Delivery 120 40

Defective Product 90 30

Refund/Return Issues 60 20

Data Privacy Concerns 30 10

TABLE V: SATISFACTION LEVELS REGARDING OF GRIEVANCE
REDRESSAL

Satisfaction Level with the | Frequency Percentage (%)

Grievance Redressal

Very Dissatisfied (1) 60 20

Dissatisfied (2) 75 25

Neutral (3) 90 30

Satisfied (4) 60 20

Very Satisfied (5) 15 5

IV. RESULTS AND DISCUSSION

e Simulating/Tool Used: SPSS Version 26 for a
statistical analysis

e Computer Setup: Dell Inspiron i7, 16GB RAM,
Windows 11

e  Other Tools: NVivo for a qualitative data coding of
TABLE VI: COMPARATIVE ANALYSIS

Method Descripting Limitatings

Existing of | Based on CP Act and the e- | Lacks real-time
Legal commerce rules consumer feedback
Framework

Analysis

Complaint Analyzed data from the | Limited regional
Tracking of | National Consumer Helpline | segmentating

Data (Govt

Portals)

Judicial Evaluated landmark | Time-consumion of
Case judgments in a Tamil Nadu and the low-volume
Studies

The proposed consumer survey combined both the

empirical user data and the expert opining, making of it more
of a comprehensive than previous methods.

TABLE VII: EXPERIMENTAL SETUP

Parameter Value

Size 300 consumers

Age Range 18-60 years

Data Collecting Tool Google Forms, an interviews
Analysis Software SPSS v26, NVivo

Sampling Technique Stratified Random Sampling

V. PERFORMANCE METRICS

1. Awareness Score: Measured consumer awareness of
the its e-rights on a scale of the 0-5.

2. Satisfaction Index: Composite score based on
delivery experience, refund process, and the support
services.
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3. Redressal Efficiency: Time taken to the resolve
grievances (in days).

4. Trust Index: Likert-scale-based rating of of the
consumer trust post-transaction.

5. Legal Literacy Penetrating: % of the respondents
aware of the Consumer Protecting (E-Commerce)

Rules, 2020.
TABLE VIII: AWARENESS SCORE (SCALE 1-5) across the
METHODS
Consumers | Existing of | Complaint Judicial | Proposed
Surveyed Legal Tracking of | Case Method
Framework Data (Govt | Studies
Analysis Portals)
60 2.1 2.4 2.0 32
120 2.3 2.6 2.2 3.5
180 2.4 2.8 2.3 3.8
240 2.5 3.0 2.4 4.0
300 2.6 3.1 2.5 4.2
TABLE IX: SATISFACTION INDEX (SCALE 1-5) across the
METHODS
Consumers | Existing of | Complaint Judicial | Proposed
Surveyed Legal Tracking of | Case Method
Framework Data (Govt | Studies
Analysis Portals)
60 2.0 2.2 1.9 33
120 2.2 2.5 2.0 3.6
180 2.3 2.6 2.1 39
240 24 2.8 2.2 4.1
300 2.5 2.9 2.3 43
TABLE X: REDRESSAL EFFICIENCY (AVERAGE DAYS to the
RESOLVE)
Consumers | Existing of | Complaint Judicial | Proposed
Surveyed Legal Tracking of | Case Method
Framework Data (Govt | Studies (Days)
Analysis Portals) (Days)
(Days) (Days)
60 21 18 30 14
120 20 17 29 13
180 19 16 28 12
240 18 15 27 11
300 17 14 26 10

TABLE XI: TRUST INDEX (SCALE 1-5) across the METHODS

Consumers | Existing of | Complaint Judicial | Proposed

Surveyed Legal Tracking of | Case Method
Framework Data (Govt | Studies
Analysis Portals)

60 2.0 2.3 1.8 3.4

120 2.2 2.5 2.0 3.7

180 2.3 2.7 2.1 3.9

240 2.5 2.9 2.3 4.2

300 2.6 3.0 2.4 4.4

TABLE XII: LEGAL LITERACY PENETRATING (%) across the
METHODS

Consumers | Existing of | Complaint Judicial | Proposed

Surveyed Legal Tracking of | Case Method
Framework Data (Govt | Studies (%)
Analysis (%) | Portals) (%) | (%)

60 25 30 20 45

120 27 32 22 48

180 28 33 23 51

240 29 35 24 53

300 30 36 25 55

The comparative analysis clearly has shown that the
proposed method outperforms existing of approaches across
the all five key metrics. for a example, the Awareness Score
in a proposed method reaches 4.2 (on a 5-point scale) at 300
consumers, which is approximately 61.5% higher than the

best existing of method (Complaint Tracking of Data at 3.1).
Similarly, the Satisfaction Index for a proposed method
reaches 4.3, showing of a 48.3% improvement compared to
the Judicial Case Studies (2.3).

Regarding of Redressal Efficiency, the proposed method
reduces average grievance resolution time to the 10 days, an
improving of by nearly 41% compared to the fastest existing
of approach (Complaint Tracking of Data at 14 days). This
has shown timelier interventions and the effective grievance
handlion.

The Trust Index, reflecting of consumer confidence, also
has shown a significant increase of the about 46% with the
proposed approach relative to the existing of methods, which
is crucial for a sustained e-commerce growth. Finally, the
Legal Literacy Penetrating in a proposed method crosses
55%, nearly doubling the figures observed in a existing of
frameworks.

This improvement is largely attributed to the mixed-
method approach combining of consumer surveys, expert
interviews, and the real-time feedback, which enables
tailored interventions and the stronger consumer
empowerment. It has shown the importance of the active
consumer engagement and the awareness campaigns beyond
passive legal provisions.

VL CONCLUSION

This study has shown the critical role of the consumer
awareness and the tailored grievance redressal mechanisms
in a enhancing of the consumer protecting in a e-commerce
transactions. Unlike conventional methods that rely primarily
on legal frameworks, complaint databases, or judicial
outcomes, the proposed mixed-method approach effectively
integrates empirical consumer insights with the qualitative
expertise, resulting of in a measurable improvements across
the key performance metrics. By capturing of the voice of the
Chennai’s consumers, the study reveals significant gaps in a
awareness, satisfaction, trust, and the redressal efficiency,
while also showing of the positive impact of the targeted
awareness and the grievance management methods. The
findings emphasize that empowering of consumers through
the education and the accessible support systems not only
improves satisfaction but also has improved overall trust in a
e-commerce platforms.
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