Svllabus of Management Department

6" Semester

COM-DSE-HC-6036(B): CONSUMER AFFAIRS AND
CUSTOMER CARE
Marks: 100 Credit: 6

Objective: This paper seeks to familiarise the students with of their
rights as a consumer, the social framework of consumer rights and legal
framework of protecting consumer rights. It also provides an
understanding of the procedure of redress of consumer complaints, and
the role of different agencies in establishing productand service
standards. The student should be able to comprehend the business firms’
interface with consumersand the consumer related regulatory and
business environment.

Unit 1. Conceptual Framework Consumer and Markets: Concept of
Consumer, Nature of markets, Concept of Price in Retail and Wholesale,
and Maximum

Retail Price (MRP) and Local Taxes, Fair Price, labelling and packaging
Experiencing and Voicing Dissatisfaction: Consumer
Satisfaction/dissatisfaction-Grievances- complaint, Consumer
Complaining Behaviour: Alternatives available to Dissatisfied
Consumers; Internal and External Complaint handling: Corporate
Redress Systems and Public Redress Systems

Unit 2: The Consumer Protection Act, 1986 (CPA)

Objectives and Basic Concepts: Consumer, goods, service, defect in
goods, deficiency in service, spurious goods and services, unfair trade
practice, restrictive trade practice.

Organizational set-up under the Consumer Protection Act: Advisory
Bodies: Consumer Protection Councils at the Central, State and District



Levels, Basic Consumer Rights; Adjudicatory Bodies: District Forums,
State Commissions, National Commission: Their Composition, Powers,
and Jurisdiction (Pecuniary

and Territorial), Role of Supreme Court under the CPA.

Unit 3: Grievance Redress Mechanism under the Consumer Protection
Act, 1986:13 lectures Who can file a complaint? Grounds of filing a
complaint; Limitation period; Procedure for filing and hearing of a
complaint; Disposal of cases, Relief/Remedy to be  provided;
Temporary Injunction, Enforcement of order, Appeal, frivolous and
vexatious complaints; Offences and penalties.

Seven Leading Cases decided under Consumer Protection Act: Medical
Negligence; Banking; Insurance; Housing & Real Estate; Electricity,
Water, and Telecom Services; Education; Defective Product; Unfair
Trade

Practice.

Unit 4: Industry Regulators and Consumer Complaint Redress
Mechanism

I. Banking: RBI and Banking Ombudsman

il. Insurance: IRDA and Insurance Ombudsman

ili. Telecommunication: TRAI

iv. Food Products: FSSAI (an overview)

v. Electricity Supply: Electricity Regulatory Commission

vi. Advertising: ASCI

Unit 5: Consumer Protection in India Consumer Movement in India:;
Evolution of Consumer Movement in India. Formation of consumer
organizations andtheir role in consumer protection, Recent
developments in Consumer Protection in India, National Consumer
Helpline, Citizens Charter, Product testing.

Quality and Standardization: Voluntary and Mandatory standards; Role
of BIS, Indian Standards Mark (I1SI), Ag-mark, Hallmarking, Licensing
and Surveillance; 1SO: An overview



COM-DSE-HC-6036(E): INDUSTRIAL RELATIONS AND LABOUR LAWS
Marks: 100 Credit: 6

Objective: To enable the studentsto learn the concepts of industrial
relationsincluding trade unions, collective bargaining, discipline and various labour
enactments.

Contents:

Unit 1: Industrial Relations (IR)

Concept of Industrial Relations; Nature of Industrial Relations;
Objectives of IR; Factors affecting IR in changing Environment,
Evolution of IR in India; Role of State; Trade Union; Employers'
Organisation; Human Resource Management and IR Role of ILO in
Industrial Relations, International Dimensions of IR

Unit 2: Trade Union

Trade Union: Origin and growth, unions after Independence, unions in
the era of liberalisation; Factors Affecting Growth of Trade Unions in
India, Multiplicity& Recognition of Trade Unions; Major Provisions of
Trade Union Act1926

Unit 3: Collective Bargaining and Workers' Participation in
Management

a) Collective Bargaining: Meaning, Nature, Types, Process and
Importance of Collective Bargaining, pre-requisites, issues involved,
Status of Collective Bargaining in India, Functions and role of Trade
Unions in collective bargaining

b) Workers' Participation in Management: Consent, practices in India,
Works Committees, Joint management councils; Participative
Management and co-ownership; Productive Bargaining and Gain
Sharing

Unit 4: Discipline and Grievance Redressal



Discipline: Causes of indiscipline, Maintenance of discipline and
misconduct; Highlights of domestic enquiries; Principle of Natural
Justice; Labour turnover; Absenteeism; Grievance Meaning of
Grievance, Grievance redressal machinery in India, Grievance handling
procedure; salient features of Industrial Employment (Standing orders)
Act 1946

Unit 5:

a) The Industrial Disputes Act, 1947: Definitions of Industry, workman,
and Industrial Dispute; Authorities under the Act: Procedure, Powers
and Duties of Authorities; Strikes and Lock outs: Lay-off and
Retrenchment: Provisions relating to Layoff, Retrenchment, and closure
b) The Factories Act, 1948: Provisions relating to Health, Safety,
Welfare facilities, working hours, Employment of young persons,
Annual Leave with wages



COM-DSE-HC-6036(F): BUSINESS RESEARCH METHODS AND
PROJECT WORK
Marks: 100 Credit: 6

Objective: This course aims at providing the general understanding of business
research and the methods of business research. The course will impart learning
about how to collect, analyze, present and interpret data.

Section A: BusinessResearch Methods 50 Marks

Unit 1: Introduction

Meaning of research; Scope of Business Research; Purpose of Research
— Exploration, Description, Explanation; Unit of Analysis — Individual,
Organization, Groups, and Data Series; Conception, Construct,
Attributes, Variables, and Hypotheses

Unit 2: Research Process

An Overview; Problem Identification and Definition; Selection of Basic
Research Methods- Field Study,Laboratory Study, Survey Method,
Observational Method, Existing Data Based Research, Longitudinal
Studies, Panel Studies

Unit 3: Measurement and Hypothesis Testing 19 Lectures Measurement:
Definition; Designing and writing items; Uni-dimensional and Multi-
dimensional scales; Measurement Scales- Nominal, Ordinal, Interval,
Ratio; Ratings and Ranking Scale, Thurstone, Likert and Semantic
Differential scaling, Paired Comparison; Sampling —Steps, Types,
Sample Size Decision; Secondary data sources

Hypothesis Testing: Tests concerning means and proportions; ANOVA,
Chi-square test and other Non-
parametric tests

Testing the assumptions of Classical Normal Linear Regression

Section B: Project Report Marks 50



Unit 4: Report Preparation 26 Lectures
Meaning, types and layout of research report; Steps in report writing;
Citations, Bibliography and Annexure in report; JEL Classification

Note:

1. There shall be a written examination of 50% Marks on the basis of
Unit 1: to IlI.

2. The student will write a project report under the supervision of a
faculty

member assigned by the college/institution based on field work. The
Project

Report carries 50% Marks and will be evaluated by University appointed
examiners.



