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SUHIHT AU, Tl ST TS fada<or #mad
(ST¥IRT 98 f2sm)

st

7% fawedl, 23 S@Ts, 2020

L., 462(3).—FT LRI, ITAHT H2eq0r rferfaad, 2019 (2019 FT 35) #¥ &m=r 101 Fir
ST-GTT (1) F IT-TE (TF) T & RN FT TART w2 g0, Feferfaa e sardt 8, sraria-

1. e T 3T T — (1) = et &1 |ferg a8 SuhT e (S-arsy) e, 2020 2
(2) ¥ TS H IAF TR il AL &l TIT 2401

2. e T AR AT - (1) FET TR FRT ATIGAAT F ATAH T SATAE €T F ST AT
ST g, 39 oA, ¥ Faw [Aufried 9w amg g

(F) ST ITATET Algd ShiT AT TAFS(HE dedeh I AT T AT =T T THT TEU AT FATT;
(@) T-ATIOST  FTSTLEAA ST ATl HISA Higd S-aTorsT % qei g2,

(1) TE-TOTAT U F(S e faondrsti oii¥ UawHd AT g TA@GTE § THA A€ Fehd [ahara
Aqied S-aATMorsT 9% FHT Feh fashl; T

3261 G1/2020 Q)
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() Z-ariorsa F Fuft ATt § FHT TR F AT AT T2

g ¥ fAaw Gt wrrfas =fe, S Rafaa ar geetsa sreme o & 1 B
AT AT ATTTSAT FIAFATT T GEAT q5l &, FIT AR A7qT | o0 10 T
FTHFHATT F THA § AN Al il

(2)) Su-f=w (1) & Freft a1 % 2 gu oft, T Faw Gt ot S-anforsg =, S wea ® wnfug 985 2
TR T & ST T AT &7 | FEAT AT HATSA T TEATIAT FHAT 5, TL AR ZT|

3. qReTNTE —
(1) = F=eT ®, 7o 7 T3 529 7 s1=2ram eruterg 7 g,

()
(@)

(=)

(1)

(&)

()

"SATATR" & ST {0 ArAfAI, 2019 (2019 77 35) WA 2,

“S-ATIOST TS | VAT =AfF AT & ST o= Feae & forw s an
TAFEI T GAdT AT TeHIH T TATHE T@AT &, GATAT HAT g AT TS FHar g Tag
Zad T TR orTiier & ST R arotTeearel S-aTi0reT TohTS T Ot eqe AT Harar
T fasht o forT ST #ar g;

‘ST # rtafaEm o7 sas st s91w U A F Sooruw ¥ g9y ¥ G oS-
TS THTS & T T Fle (AR A o)

“SHUEEAETA” 7 Fd | 77 4T F% sreafaad, 2017 (2017 F7 12) | 7vsredi=
HTA S QAT T TgATH HEAT T ;

“HHAT" T A5l T G ST AT SRR stterf==a, 2000 (2000 FT 21) FF & 2
FT IT-GTT (1) F @< (v) & "JT T g

“qTfersT S-aTforsT Tare” | UHT S-aTforss Tt STfosrd g S awqel ar favs 6
TRt I TATIHE TEdT g 3T UHT aeqel AT Tarell Fi7 &wmT Toael 9 § STHARA Hl
FAT g T TAH el AT e (Ahdl U Tg-T0TaT Uahel A1 Feh fawmar omtae
B,

“ITSTEE S-ATIOST Tt & THT S-AT0ST ZahTs AT & ST hdT 3 fokar % $i=
SAET A AT ¥R Bl S AT i Tead T A e S

< o
et SHAeY hldl %;

“G” & e Afaf=aw, 1961 (1961 &1 43) &t a=T 139F § Tl Tt @rar
AT AT &;

‘e F Y JeETee A7 39k TR AT ST WS SUATSHT digd IUASHI R
ARATIT F2d g0 el AiFeday & €9 § FlE Aaared saargs Ao

“Goftweor’ & et e -t TS F ATEAH ¥ YEATIAT, SET hl 39 THE
ST Y&, AR, e ThaT S0 21, 7 TS Feqe 1 Aare, |Te Iee T B,
TR FLA AT Tohe Tl o TorT et fF Tereiisht ATEA| T ST TRt 127 31, 7 <F
T Toey faforear a gETta i g;

“fasrar o srfafaay v am=T 2 % g2 (37) F Fefi Furafeara wre Scare feear
AT & 3T THH FIS qATIRTdT qreaferd 8;

“TATHT” & UHT SATh ATHIT § ST [0l -aT(osT TH(e 6 (el HFged Jaree ah
T FATAT g IT IHeT AT STH FHIdT 2|
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(2)

I QTEET ST TN K, ST THH T B, ST TR qol 8, [6q ATSHaH JT FAAT TR0
grfafare, 2000 (2000 FT 21) AT I T FT0 70 7wt § qfariug g, a@t o0f g s
EREIRIEREIRIRE R

4. S-ATIOST THIAT  Hdod —

(1)

(2)

(4)

()

(6)

()

FE -ATIOST THTS:

FAT AfAAaH, 1956 (1956 &1 1) A7 FowT sTfafa=aw, 2013 (2013 T 18) F 37efiw
TR 7S St a7 Faet AfafET 2013 (2013 1 18) #Y &y 2 F @T (42) F srefw
THTATAT s oot FAAT I7 AT % dTg< & (hel ATh % FaTrecarei a1 Fromeia
ad ® o F Frater, amaEr v vy, S fr Rt qar y&e atafFae, 1999
(1999 T 42) # &7 2 F @ (v) ¥ I7-9 (iii) § Iafea §; 3w

(@) SfEEH AT IHH T 9T T [FIAT F ITFT T ATATAAT AT Feel o (o1, et

A 9% AT A7 el dhfodsh SIS ATHATGY TRTEHRTT, ST 9a &7 Famwr g1, &0
s w3
T S-ATOT TS AT9 WEhHH 9T TF Y qaq Afd § FHftead S, ST g6
STATRTSAT 0 fAfore &9 & qafod g1, U FIT0a, TATq:-
(F) =-ATIOST TS &1 (&fSH T7H;
(@) THF ATAT AT THT ATETSA o6 T ARTIToTH T
(1) ZEET AFHTEE FT AH AT A AT

(F) HIF AL T STARHT q4T o ATT-A7 {Ormraa Aty & -9 F7 9dT, e,
TIATY T HETSd A7

Fe T S-ATMOST THTE ST IehHIH AT 79T U7 AT 6 TPhT § Hle Aq=d ATIH
AT A5l HAl|

AT ST (s A1 & 38 HeAT 511 QI 0adT 9T g2 faswmat it g1 & gfewa
@A U U TATH (R [T a5 270 w0l 3T STARA [aaa Hawor & fore us
T sttty it i &l oiie oo w=0 o7 UF S(ferahT<y T 979, §0 s91¢ 3T TaAT
wafeTa Ff

TAF S-ATOT e Tg gEtad wail & 3u-fFaw (4) § Ffee g afesrr G
STATHT FAFET AT TTH 6 ASATATE Hel & Hae At Hr i foewmaa &t arfe #F
AT & U ATE T AT F A< forsrara &1 = wam)

STgT FIE S-ATIOST THTS Thvgl ATATIAT AEqa JT HATA i fahl % forT === F2dT 8, 98
39 AT, Sres Sae Ut aEqelt AT HATHl F HT AT g AT ST 376 w9 [&ahar af
THAT ¢, F ATH 3T AT FT ol FAT

TAF S-ATOST THTS Fald TLRIC hl TEA ITTHT goadATed it ATHHLT qFaT § U+
AN a9 T AT LT T TIATH R

TS AT 3HTE ITATH F1T G o I 7w S 3 Tearq afe o fft womae ade
AST T THATHT TE Fd §, ITF GIT AST TF FiTA o [oIT TEHT0T T ATETAT T2l heil
S q oF S-arforeT ot grer ff FHT T9Te ag TE R S g

TAF S-ATOST THE IHE @ IT JEITIAT T 75 et =g a1 77 #7 @i & ™
SUFTHT T TGATT AT GG HT STgl UHT HgHIT U TTY T TRHE FEATS 6 ATETH
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(10)

(11)

T aferers 1 S 2, o wE off UE deay qi-FfRaT et afea s E agai
T@aE Tel HGAT|

TAF S-ATMOST TATe STAIHIA F FAHd GFT aATTET AUl & daer § Tl e
AT Rod 9% & aoaaa wqa Bt s [@fer & srefim Gt ser geaw wferserr g
ToATrATRd FRAIh THATATE % i< a1 A0 fEafe=i & e Bfga = & yarat grm

s off S-arfirsy s

(F) SHH ICHE IT TEITIAT T TS F&gll a7 Farsi £ fag § v B O § ge-ag
et Hft s wisEr sy aRfEafadt & w9 § IUTwRet 9 wrE At fied
FfeIfig ¥ gU aqta ot wm| BT 91T, awq ar 4 i araead T, wE
sTeTIer gt s awq a1 Far i JemaEr f T g, 37 G e ' e
F1 et w3 § & 7 yaha fiuag s g

(@) THTT a9 6 STATHTA o 1o AT AT ITHHT FT HAATAT G607 qgl ey, e
sferfaay 3 srefie 3ee srfarepTe wanfaa g

5. AT S-aTI0ST THISAT o ST ed —

(1)

()

(=)

TS ATSATEEASA S-ATIOST THTS, ST FAAT STt srferfe=ra, 2000 (2000 =1 21) #F¥ &1=7 79
T IT-aT (1) F F19 T T B F AT AT ATAT FAT 7, TAAT TR (Fegadt
fRertaer) 2w, 2011 & IT&ET A3 39 GWT & IT-LTET (2) AT IT-GTT (3) FT TATAT
FT

TAF ATAETA S-ATOST ZATS [debdl | U G997 6 HIe0H § Tg AT FAT Tuferd
F(T T I WIewmrH U aeqell AT Jarel § qatead Eavor, e o oy anndy 95t g a9 T
I FE AT FAT & T, TFH(d, TUET, TS S 7 ATTI07 [ATrearsti & e gl

TAF ATEAA S-ATM0ST TH(s A0q ehHA T I SIF ¢ € X gaq qfd #
e ferfera STTeeRT<Y, ST 28k WaThial 0 fAfSre &9 & T gr, Suesd Ferusil:

TEAT AT AT AT TEATTAT T, ATl Fharet # A e 3 sra|, TS 2
T qET, T ATH, IAR[ AT TqT, STHHT TAT g AT AF7L, I TAhar dr LT 7 ITh
I AT T FISdah, T UHT A5 d7T STAERET ST STARRIAT Fl GLIE-99 920 &
AT O o § 9eAH a9 & o7 Sraed s gl

TIq HlS AT S-ATT0ST T2, el ITHIHT ZTT IHb TIewhrd T¥ TRl &g a1 J41
#T =@ & TATq ot =7 7 o 70 B sy 9%, 39 ST w1 39 foehdar, e
S ITAIHT 7 GG AT g, & d99 H I fAhar & qeArad T aHT omaret & qed
AT I, SHAT AqeT2e FT 99 {7 AT, SHHT -0l qqT JAT TATA f&Farg THTem
& forw fosrar & A1 §u% w3 & O sraews T o7 gEeT A8 SHEeT 3ueed
FLTUAT|

TS T TS T fUwma F forw e fewe qvaw, Ses wreay & 3o foswma & Rafa
T T AT TRl g

ICATE ATTE, gaerter araey, afaw, ad i yargi, 9REm i @1, SFEE 6
T 3T forarrara [Rameor 9 % Heer § ST i T 1L ) 3 SATaTl ST STHIHT
1 @i ol o= % foro srfera 2
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() IUe AT TG, IT AT THEATT T FLEAT, TATHTA FT T Fle ¢ AT TATL, 39
gt F srefie Rafaa sprare v e w2 it wiwa, swe-art G, afs 7 8,
& Hae | AT ST FSTEd ST SaT TETaT § 9 Gaefl ST,

(¥ w6 % 3u-fAaw (5) & srefie feosrarsii g1 =& Suetey TS TS T SITehTAT; 37

(F) T AUEST, ST TS qT GeH &7 T 394 eh¥ 9¢ Feqel 7 fasraret it I &
LT o1 d Ageaqul &, & [Aa< Sl ¥7° TAT TR ATIT § TEdq el 93 3
TS & & Iucred a0 F ATeaq T 39 ATIGST o ATITereh Tged T F9i:

(4) TIF ATATLETS S-ATIOST THTS ATHTIOTAAT IHF IEHH I Tahar & A1 ITh dqael Hl
ST A ATl 3o (e i< ordi § et farafed Medor, St ag 99T a0 i aeqet am
AT AT FARATSH F S &A1 AT X TRAT 2, F (Sa0T T AT F

(5) AT ATAEAA =-aAT(0ST TahTs UH AT Faoraretl, ST a-am< Ut a&qa a7 qarst, g
gfaferearfaeme stferf==w, 1957 (1957 &7 14), =4 e sferfa=m, 1999 (1999 &1 47) =T
=T Sttt stferf=as, 2000 (2000 FT 21) 7 0@ | 2T @47 AT & J7 @ H 39 IF
g #1 [ftg 7 foar @ 2, i J=aver w2, IHE ATHRGTRr i R a9 gU FEIa
STTRTET T SATHAT ST el o (o107 IThah STATE H|

73 B IT-[ATF F S0 G, U] (37T =711 5HTE FIRT 3% wEHH & UF [3%ar #1
TET P THIT FIAT AT Tg1 G177, 190 T8 F41°5% STEMT TT UAT FL TFd] &1

6. FTSIIEIA U fAhareit & Fwieq — (1) FReEll aTseee <-aTiorsy This o ATEaH F TEqal a1 Jarsi
Y TEITIAT A ATAT T2 AT FordT S-ATI0ST THS 6 TolahTH AT AT I TEITIAT FLA o arar
ToRHT ST AT T a8 &l Tgl AT

(2) FrE AT Eehar sqf=a qirh o T & Phet STHIHT 6 =7 H T Tl HT e et awqen a1
FATSAT IT = AT AT & T[0T J7 ATTATAT 6 T F FATET Tl FeM

(3) THHT ITSITEEAS S-ATIVST THIE % ATLAH & FEqell AT FATAT T TEATIAT FLd ATAT IS TooRdT T
FEU AT HATT FATIAATOAT AT TATEFET (ETrZaqTer J7 077 6T A1 gidl & AT Tia THT TEgalt H7
ufae Steated TRam awamate & 337 & BT Sar g ar &9 f T a1 w57 f T F e aena
FEAT T ATTH o, AT HATH ] ATTH gl AT 95 FA F AR Agl HAT T ITawed, TS Haw
TR T3 21, SEehT AT o T AEl

T &1 TG & " |, IfQ U TREM § 4 THard areaar & F10 g off, a7 98 39-
[RREEIVE R

(4) ToFeT STSITEEaer S-aTIoST THTS o HILAH & FECal AT ATl i TEATIAT Fded ATAT e TeohdT:

() TET TshT T TEATIAT 4T AT FTH T ST F2A 5 HF H Gaferd $-ATorsT THre F 91

oo R N
1@ forfera |@faer wa,

(@) SIFTRT T e & forw v ferraa srfersr e w ST 7 gt s
o forraa srfaerry fonelt SowThT forsmaa &t Tt & TEarey wel & Hae &
FAT A farTaa &1 Ot it arE § uF q1g & sraty & et v e
FAT;

(1) T A FET B TEQA AT FATA K GG R ST 39 Aeqe AT HAveAr
Freata Afersarsl, gawdT i ITART TR F a7 2;
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(=)

T-ATIOST THTS 0 9T TS AT/, U9 T o avft ararst & qeT AR
T, AT AAHTZE HT ATH AT AL, AT S-H HT T, ITAIHT HAT 7 6 AL FAH
TR, EATY ST WETEd qHEY ST AT Suaderiua ud 4 s, et any v,
IS FTTT

(5) Tt aTSTTeEerer S-arforea THTS o AW | FEgel AT JaTel i YEATIAT FIA qTAT Fle &b 2-
TS TS F wiehd A7 Faaree o Teidq o s & forn _eferfee sy S-anforsy zare

T T&TH T

(F) At gT yee fohu s o o srafera asft sfaereres s,

(@) Tt a=q a1 qar F o v sihs # Tl T Hd F qrI-H1T g Afqary S
Tafg® TAT S T YRRl 99T, ST Ud Yaed I, TREgd T 3T AN #Y,
T3 AR &, FT IATT gU aeq AT HAT 6l [AaoTeHH i,

@@ @ fEfeET gy Suated aHt A g9 Ud SIEET e G F o semeEr
T ST TRt a€q o STANT sl GHTTH it qE, &l AN &,

() Taskar g fesht & fore yeumEr it TS FEqel ST Haret & are ° g qEq AN
S8 ITITE & T9r ARATT g, ST ITHIHT &l @E-9d 930 § UF §giad [
AT F AT FATT o (70 SATF9TF ¢,

(F) STARHT frEwra Famer a1 e o= A8 i G941 & & o e e #ir
AT T T TFIT, 3T TaATH;

(F) AEATAF FT ATH ST AL TAT AT IATT 260 ITHIOHRAT Y AT & dag §
N

(B) UH T 7 gAd T T I0TEHT GG T ag il ARG 6 Gael § AR digd (A=,
FTTET ST =T FF ATTHT 6 HIH H Tl AR,

() Ot FEgEl AT FATSAr T IRE ST AETS F St e A1 ST

(F)  THT FECEA AT HATAT T AR e AT AT T TATH

7. et S-aTfoeT TH1S & FeT i ST —

(1) TTIF ATCTHRT S-ATIOST THIE TIE AT GAF ATq # Faforiad ST, S sHE TAhre &
fafere w7 & y=fda 21, Sucrsy FITUIT:

()

aroet, staar, B, ad o yarfa, afiem st @@, e F aiw e@in
forsRTra fRameor 9 % Hey § gl ARl 3T TH THE il 7T AR ST STHH
Fr wgi=a ol o= % foro srofer g,

& fafet g srfera it stfFam g=eTd o ST,

SO AT TE I, 37 qIATT TZITAT T GLEAT, TATHTAT FT a7 Al ek a1 T,
I Tgaat % qeiw Fataa spram wr Fwwq w2 i g, sa-arEt Gwed, afw
Fle 2T, o Hag H TR AT GATed AT AT TaTaT F H9 Sarell et

fafer g wee forw s 3 foro sraferg asfy sfaerares s

ToReT aeq o1 5AT & 1T UEe s § TR oA HFd & Grg-ary e A=A §ii
Tafsg® TR S 6 TRt T9R, ST U Ja9ed U9, Tided I9 ST an] #Y,
T3 AR &Y, F TATT §U € AT HAT 61 [AaoTeds i, 3T
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() = A A TAF T F forg vk fee qrw Smd wrverw 7 sudnr ferd
o =1 aar =TT

(2) T2 T ATICTHT S-ATIVST THTS Ao qLih F Fq HI THHT ITHATHT & ®F H TaIqT Tl HIM
e orefY et AT |ETet AT A AT AT F [OI AT FHATATSA F A H gL A1 FT
(3) TeAF ATCIHT S-ATIOST TATe Tg AT Hfr T Fegeli AT Fareqt & fFaoe & s 3=

FETAT AT AT ohl ATEA T (ATATATEAT, FATAT T START TREATIAT F AT &

(4) FTE TR -ATOST TohTS AT F&qU AT JATU FATETOT 7 Fareedq Efergarsit a7 ort £
Tl gIdl g a7 T UHT FEqall & TR Sfedatad TRard FRAratd § X0 | 31 Srar g ar
T T TS AT F TR ST 3 forw s aEqE A AT A, AT HATS AT ATTH 2 AT A FAA
T TAFRTC Al FOT AT IfAwer, =t dat T = 21, i araht F fore saes 98) Fam:
TR & § TG % A #, IfR U TR § &30 A=ar aredqar & w07 gs o, ar I8 39-
e ] 78t g

(5) THT FIE ATICRT S-ATIOST THIS, ST IHeh GIXT Taehl 1 T2 a€qal AT HATS 1 TTHTORAT 6
T =9 A7 FTg F F 9T FIAT g AT TG TEISAT <t ¢ o U F&q0 T FFT0 STHI0
<, UHT a=q AT HAT ¥ ATATOERAT & dae § TRl Frarer § aqET e agT wa)

8. At &1 Ieeee— TR w5 sAfErfEEE, 2019 (2019 T 35) F Iuay T AEHl *

et & et ot 3eeaT T AR e

[T, S-10/3/2018-#1i]
ST HgaT, 99 af=a

MINISTRY OF CONSUMER AFFAIRS, FOOD AND PUBLIC DISTRIBUTION
(Department of Consumer Affairs)
NOTIFICATION
New Delhi, 23rd July, 2020

G.S.R. 462(E).—In exercise of the powers conferred by sub-clause (zg) of sub-section (1) of section 101
of the Consumer Protection Act, 2019 (35 of 2019), the Central Government hereby makes the following rules,
namely: -

1. Short title and commencement. — (1) These rules may be called the Consumer Protection (E-Commerce)
Rules, 2020.

(2) They shall come into force on the date of their publication in the Official Gazette.

2. Scope and Applicability. — (1) Save as otherwise expressly provided by the Central Government by
notification, these rules shall apply to:

(a) all goods and services bought or sold over digital or electronic network including digital products;
(b) all models of e-commerce, including marketplace and inventory models of e-commerce;

(c) all e-commerce retail, including multi-channel single brand retailers and single brand retailers in single or
multiple formats; and

(d) all forms of unfair trade practices across all models of e-commerce:

Provided that these rules shall not apply to any activity of a natural person carried out in a personal
capacity not being part of any professional or commercial activity undertaken on a regular or systematic basis.

(2)  Notwithstanding anything contained in sub-rule (1), these rules shall apply to a e-commerce entity which is not
established in India, but systematically offers goods or services to consumers in India.

3. Definitions. — (1) In these rules unless the context otherwise requires, —
(@) "Act" means the Consumer Protection Act, 2019 (35 of 2019);
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(b) “e-commerce entity” means any person who owns, operates or manages digital or electronic facility
or platform for electronic commerce, but does not include a seller offering his goods or services for
sale on a marketplace e-commerce entity;

(c) “grievance” includes any complaints to an e-commerce entity regarding violations of the
provisions of the Act and the rules made thereunder;

(d) “GSTIN” means the Goods and Services Tax ldentification Number as under the Central Goods and
Services Tax Act, 2017 (12 of 2017);

(e) “information” shall have the same meaning as to it clause (v) of sub-section (1) of section 2 of the
Information Technology Act, 2000 (21 of 2000);

(f) “inventory e-commerce entity” means an e-commerce entity which owns the inventory of goods or
services and sells such goods or services directly to the consumers and shall include single brand
retailers and multi-channel single brand retailers;

(9) “marketplace e-commerce entity” means an e-commerce entity which provides an information
technology platform on a digital or electronic network to facilitate transactions between buyers and
sellers;

(h) “PAN” means Permanent Account Number as under section 139A of the Income Tax Act, 1961 (43
of 1961);

(i) “platform” means an online interface in the form of any software including a website or a part
thereof and applications including mobile applications;

(i) “ranking” means the relative prominence or relevance given to the goods or services offered
through a marketplace e-commerce entity as presented, organised or communicated by such entity,
irrespective of the technological means used for such presentation, organisation or communication;

(K) “seller” means the product seller as defined in.clause (37) of section 2 of the Act and shall include
any service provider;

(1) “user” means any person who accesses or avails any computer resource of an e-commerce entity.

(2) The words and expressions used herein and not defined, but defined in the Act or in the Information
Technology Act, 2000 (21 of 2000) or the rules made thereunder shall have the same meaning as respectively
assigned to them in those Acts or rules.

4, Duties of e-commerce entities. ---
(1) Ane-commerce entity shall:

(@) be acompany incorporated under the Companies Act, 1956 (1 of 1956) or the Companies Act, 2013 (18
of 2013) or a foreign company covered under clause (42) of section 2 of the Companies Act, 2013 (18
of 2013) or an office, branch or agency outside India owned or controlled by a person resident in India
as provided in sub-clause (iii) of clause (v) of section 2 of the Foreign Exchange Management Act,
1999 (42 of 1999); and

(@) appoint a nodal person of contact or an alternate senior designated functionary who is resident in India,
to ensure compliance with the provisions of the Act or the rules made thereunder.

(2) Every e-commerce entity shall provide the following information in a clear and accessible manner on its
platform, displayed prominently to its users, namely:--

(F) legal name of the e-commerce entity;
(@) principal geographic address of its headquarters and all branches;
(1) name and details of its website; and

(=) contact details like e-mail address, fax, landline and mobile numbers of customer care as well as of
grievance officer.

(3) No e-commerce entity shall adopt any unfair trade practice, whether in the course of business on its
platform or otherwise.

(4)  Every e-commerce entity shall establish an adequate grievance redressal mechanism having regard to
the number of grievances ordinarily received by such entity from India, and shall appoint a grievance
officer for consumer grievance redressal, and shall display the name, contact details, and designation of
such officer on its platform.
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()

(6)

()

(8)

©)

Every e-commerce entity shall ensure that the grievance officer referred to in sub-rule (4) acknowledges
the receipt of any consumer complaint within forty-eight hours and redresses the complaint within one
month from the date of receipt of the complaint.

Where an e-commerce entity offers imported goods or services for sale, it shall mention the name and
details of any importer from whom it has purchased such goods or services, or who may be a seller on
its platform.

Every e-commerce entity shall endeavour on a best effort basis to become a partner in the convergence
process of the National Consumer Helpline of the Central Government.

No e-commerce entity shall impose cancellation charges on consumers cancelling after confirming
purchase unless similar charges are also borne by the e- commerce entity, if they cancel the purchase
order unilaterally for any reason.

Every e-commerce entity shall only record the consent of a consumer for the purchase of any good or
service offered on its platform where such consent is expressed through an explicit and affirmative
action, and no such entity shall record such consent automatically, including in the form of pre-ticked
checkboxes.

(10) Every e-commerce entity shall effect all payments towards accepted refund requests of the consumers

as prescribed by the Reserve Bank of India or any other competent authority under any law for the time
being in force, within a reasonable period of time, or as prescribed under applicable laws.

(11) No e-commerce entity shall--

(@ manipulate the price of the goods or services offered on its platform in such a manner as to gain
unreasonable profit by imposing on consumers any unjustified price having regard to the
prevailing market conditions, the essential nature of the good or service, any extraordinary
circumstances under which the good or service is offered, and any other relevant consideration in
determining whether the price charged is justified;

(b) discriminate between consumers of the same class or make any arbitrary classification of
consumers affecting their rights under the Act.

5. Liabilities of marketplace e-commerce entities. — (1) A marketplace e-commerce entity which seeks to avail the
exemption from liability under sub-section (1) of section 79 of the Information Technology Act, 2000 (21 of 2000)
shall comply with sub-sections (2) and (3) of that section, including the provisions of the Information Technology
(Intermediary Guidelines) Rules, 2011.

()

©)

Every marketplace e-commerce entity shall require sellers through an undertaking to ensure that descriptions,
images, and other content pertaining to goods or services on their platform is accurate and corresponds directly
with the appearance, nature, quality, purpose and other general features of such good or service.

Every marketplace e-commerce entity shall provide the following information in a clear and accessible manner,
displayed prominently to its users at the appropriate place on its platform:

(@)

(b)
(©)

details about the sellers offering goods and services, including the name of their business, whether registered
or not, their geographic address,customer care number, any rating or other aggregated feedback about such
seller, and any other information necessary for enabling consumers to make informed decisions at the pre-
purchase stage:

Provided that a marketplace e-commerce entity shall, on a request in writing made by a consumer
after the purchase of any goods or services on its platform by such consumer, provide him with information
regarding the seller from which such consumer has made such purchase, including the principal geographic
address of its headquarters and all branches, name and details of its website, its email address and any other
information necessary for communication with the seller for effective dispute resolution;

a ticket number for each complaint lodged through which the consumer can track the status of the complaint;

information relating to return, refund, exchange, warranty and guarantee, delivery and shipment, modes of
payment, and grievance redressal mechanism, and any other similar information which may be required by
consumers to make informed decisions;

(d) information on available payment methods, the security of those payment methods, any fees or charges

(®)

payable by users, the procedure to cancel regular payments under those methods, charge-back options, if
any, and the contact information of the relevant payment service provider;

all information provided to it by sellers under sub-rule (5) of rule 6; and
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() an explanation of the main parameters which, individually or collectively, are most significant in
determining the ranking of goods or sellers on its platform and the relative importance of those main
parameters through an easily and publicly available description drafted in plain and intelligible language.

(4) Every marketplace e-commerce entity shall include in its terms and conditions generally governing its
relationship with sellers on its platform, a description of any differentiated treatment which it gives or might give
between goods or services or sellers of the same category.

(5) Every marketplace e-commerce entity shall take reasonable efforts to maintain a record of relevant information
allowing for the identification of all sellers who have repeatedly offered goods or services that have previously
been removed or access to which has previously been disabled under the Copyright Act, 1957 (14 of 1957), the
Trade Marks Act, 1999 (47 of 1999) or the Information Technology Act, 2000 (21 of 2000):

Provided that no such e-commerce entity shall be required to terminate the access of such seller to its
platform pursuant to this sub-rule but may do so on a voluntary basis.

6. Duties of sellers on marketplace. — (1) No seller offering goods or services through a marketplace e-commerce
entity shall adopt any unfair trade practice whether in the course of the offer on the e-commerce entity’s platform or
otherwise.

(2) No such seller shall falsely represent itself as a consumer and post reviews about goods or services or
misrepresent the quality or the features of any goods or services.

(3) No seller offering goods or services through a marketplace e-commerce entity shall refuse to take back goods,
or withdraw or discontinue services purchased-or agreed to be purchased, or refuse to refund consideration, if
paid, if such goods or services are defective, deficient or spurious, or if the goods or services are not of the
characteristics or features as advertised or as agreed to, or if such goods or services are delivered late from the
stated delivery schedule:

Provided that in the case of late delivery, this sub-rule shall not be applied if such late delivery was due to
force majeure.

(4) Any seller offering goods or services through a marketplace e-commerce entity shall:

(a) have a prior written contract with the respective e-commerce entity in order to undertake or solicit
such sale or offer;

(b)  appoint a grievance officer for consumer grievance redressal and ensure that the grievance officer
acknowledges the receipt of any consumer complaint within forty-eight hours and redresses the
complaint within one month from the date of receipt of the complaint;

(c) ensure that the advertisements for marketing of goods or services are consistent with the actual
characteristics, access and usage conditions of such goods or services.

(d) provide to the e-commerce entity its legal name, principal geographic address of its headquarters
and all branches, the name and details of its website, its e-mail address, customer care contact
details such as fax, landline, and mobile numbers and where applicable, its GSTIN and PAN
details.

(5)  Any seller offering goods or services through a marketplace e-commerce entity shall provide the
following information to the e-commerce entity to be displayed on its platform or website:

(@) all contractual information required to be disclosed by law;

(b)  total price in single figure of any good or service, along with the breakup price for the good or
service, showing all the compulsory and voluntary charges such as delivery charges, postage and
handling charges, conveyance charges and the applicable tax, as applicable;

(c) all mandatory notices and information provided by applicable laws, and the expiry date of the
good being offered for sale, where applicable;

(d) all relevant details about the goods and services offered for sale by the seller including country of
origin which are necessary for enabling the consumer to make an informed decision at the pre-
purchase stage;

(e)  the name and contact numbers, and designation of the grievance officer for consumer grievance
redressal or for reporting any other matter;

()  name and details of importer, and guarantees related to the authenticity or genuineness of the
imported products;
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(g) accurate information related to terms of exchange, returns, and refund including information
related to costs of return shipping in a clear and accessible manner;

(h) relevant details related to delivery and shipment of such goods or services; and

(i) any relevant guarantees or warranties applicable to such goods or services.

7. Duties and liabilities of inventory e-commerce entities: -

(1) Every inventory e-commerce entity shall provide the following information in a clear and accessible

(@)

®3)

(4)

(5)

manner, displayed prominently to its users:

(@) accurate information related to return, refund, exchange, warranty and guarantee, delivery and
shipment, cost of return shipping, mode of payments, grievance redressal mechanism, and any
other similar information which may be required by consumers to make informed decisions;

(b)  all mandatory notices and information required by applicable laws;

(¢) information on available payment methods, the security of those payment methods, the procedure
to cancel regular payments under those methods, any fees or charges payable by users, charge
back options, if any, and the contact information of the relevant payment service provider;

(d) all contractual information required to be disclosed by law;

(e) total price in single figure of any good or service along with the breakup price for the good or
service, showing all the compulsory and voluntary charges, such as delivery charges, postage and
handling charges, conveyance charges and the applicable tax; and

(f)  a ticket number for-each complaint lodged, through which the consumer can track the status of
their complaint.

No inventory e-commerce entity shall falsely represent itself as a consumer and post reviews about
goods and services or misrepresent the quality or the features of any goods or services.

Every inventory e-commerce entity shall ensure that the advertisements for marketing of goods or
services are consistent with the actual characteristics, access and usage conditions of such goods or
services;

No inventory e-commerce entity shall refuse to take back goods, or withdraw or discontinue services
purchased or agreed to be purchased, or refuse to refund consideration, if paid, if such goods or services
are defective, deficient spurious, or if the goods or services are not of the characteristics or features as
advertised or as agreed to, or if such goods or services are delivered late from the stated delivery
schedule:

Provided that in the case of late delivery, this sub rule shall not apply if such late delivery was due to
force majeure.

Any inventory e-commerce entity which explicitly or implicitly vouches for the authenticity of the goods
or services sold by it, or guarantees that such goods or services are authentic, shall bear appropriate
liability in any action related to the authenticity of such good or service.

8.  Contravention of rules. — The provisions of the Consumer Protection Act, 2019 (35 of 2019) shall apply for any
violation of the provisions of these rules.

[ F. No. J-10/3/2018-CPU]
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