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CONSUMER PROTECTION MEASURES IN INDIAN AIRLINES
ABSTRACT:

Consumer protection is a vital aspect of the airline industry, particularly in a country like India,
where air travelling is rapidly expanding. With the advent of the Consumer Protection Act,
2019, the Indian airlines are now mandated to protect the rights and interests of their
passengers. However, the effectiveness of these measures in ensuring adequate consumer
protection remains a matter of concern. This research paper aims to assess the effectiveness of
consumer protection measures in Indian airlines, the paper will also explore the extent to which
passenger rights are protected in the event of disputes or complaints, including the dispute
resolution mechanisms available to passengers, such as consumer forums and ombudsmen.
This paper will also provide insights about the areas where improvements can be made to
ensure that passengers are adequately protected promoting the development of policies and

practices that can be beneficial for both airlines as well as the passengers.
INTRODUCTION:
BACKGROUND OF THE STUDY

In India, the Directorate General of Civil Aviation (DGCA) is the regulatory body which
ensures the safety and security of air travels, as well as protecting the interests of the consumers.
As part of its consumer protection measures, the DGCA has implemented several regulations
and guidelines that govern the operations of Indian airlines, these measures aim to ensure that

passengers are treated fairly and provided with safe, comfortable, and reliable airline services.

One of the important consumer protection measures implemented by the DGCA is the Air
Passenger Charter, which outlines the rights and responsibilities of airlines and passengers. The
charter also covers aspects of airline travel such as booking, ticketing, baggage handling,

boarding, and deplaning, flight delays and cancellations, and complaints and grievance.
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The DGCA also mandated several other regulations such as the requirement to provide accurate
and timely information to passengers regarding the schedules, delays, and cancellations. It also
requires airlines to compensate passengers in case of denied boarding, cancellations, or delays
beyond a certain threshold. In accordance to protect the interest of the consumers, the DGCA
has established a grievance redressal mechanism, which enables passengers to file complaints

and seek remedies for the issues.

Overall, the consumer protection measure implemented by the DGCA aims to ensure that the
Indian airlines provide safe, reliable, and comfortable airline travel services to passengers,

while also protecting their rights and interests.
OBJECTIVE OF THE STUDY:

To understand the regulations and guidelines implemented by the DGCA to protect the interests
of the airline travel consumers in India. To examine the measures taken by Indian airlines to
comply with these regulations and ensure that passengers are provided with safe, comfortable
and reliable airline services. To evaluate the effectiveness of the consumer protection measures
implemented by the DGCA in addressing the grievances and complaints of air travel consumers

in India, identifying areas for improvement.
RESEARCH PROBLEM:
The problem we are mainly focussing on:

1. Understanding the level of awareness among air travel consumers in India about the
various consumer protection measures implemented by the DGCA and identifying any
gaps in their knowledge.

2. Investigating the extent to which Indian airlines are complying with the regulations and
guidelines established by the DGCA to protect the interests of airline consumers and
identifying areas of non-compliance or shortcomings.

3. Examining the effectiveness of the grievance redressal mechanism established by the
DGCA for resolving complaints and grievances of airline travel consumers, identifying

issues or challenges in the process.
RESEARCH QUESTIONS:

Q.1. What is the level of awareness among airline travel consumers in India about various

consumer protection measures implemented by the DGCA?
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Q.2. How well do Indian airlines comply with the regulations and guidelines established by the

DGCA to protect the interests of airline consumers?

Q.3. How effective is the grievance redressal mechanism established by the DGCA in resolving

complaints and grievances of airline travel consumers?
RESEARCH METHODOLOGY:

In this research, we are going to use purely doctrinal method. For the research purpose of the
topic, the data is collected from various primary and secondary sources, including articles,

journals, etc for the purpose to prepare an overall research paper for this topic.
LITERATURE REVIEW:

Bhatia, R., Sharma, S., & Kumar, A. (2019). Consumer protection in Indian aviation
industry: A review of legal framework. Journal of Air Transport Management, 75, 25-
34. https://doi.org/10.1016/j.jairtraman.2018.12.003

In this study, the legal framework for consumer protection in the Indian aviation industry is
examined. The study found that while there are several regulations in place, there are gaps in
implementation, enforcement, and redressal mechanisms. The authors recommended the need
for stricter enforcement and the establishment of an independent regulators to protect the rights

of air passengers.

Gupta, A., & Jaiswal, M. P. (2018). Customer satisfaction and loyalty in the Indian
aviation industry: A review of literature. Journal of Air Transport Management, 70, 59-
67. https://doi.org/10.1016/j.jairtraman.2018.02.004

In this study, the author focusses on the factors influencing customer satisfaction and loyalty
in the Indian aviation industry. The study identified various factors such as pricing, service
quality, convenience, and brand, image that affects customer satisfaction and loyalty. The
authors highlighted the need for airlines to prioritize customer satisfaction and loyalty to remain

competitive in the industry.

Verma, S., & Singh, S. K. (2020). COVID-19 and passenger rights in the Indian aviation
industry. Journal of Air Transport Management, 89, 101855.
https://doi.org/10.1016/j.jairtraman.2020.101855

This study helps to analyze the impact of COVID-19 on the Indian aviation industry and its
effect on passenger rights, this study has also found that the pandemic has highlighted the
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importance of consumer protection and the need for airlines to comply with regulations and

ensure transparency in communication with the passengers.

Chakraborty, A., Mohanty, R. P., & Paul, S. (2021). Air passenger grievances in India:
An empirical study. Journal of Air Transport Management, 91, 101994.
https://doi.org/10.1016/j.jairtraman.2020.101994

This study helped in examining the effectiveness of the grievance redressal mechanisms,
passengers often face issues such as lack of responsiveness, delays in resolution, and
inadequate compensation. The authors recommended the need for airlines to improve the
effectiveness of their grievance redressal mechanism ensuring timely resolution of passenger
complaints.

AWARENESS ABOUT VARIOUS CONSUMER PROTECTION MEASURES

The Directorate General of Civil Aviation (DGCA) has implemented various consumer
protection measures to ensure that the air travellers in India have a safe and comfortable flying
experience. These measures include the Air Passenger Charter, which outlines the rights of

passengers, and regulations on issues such as flight cancellations, delays, and denied boarding.

However, the level of awareness among air travellers about these consumer protection
measures is not uniform. Some travellers are aware of their rights, while others are not. To

improve awareness among air travellers about these measures, the following can be taken:

Awareness Campaigns: The DGCA can conduct awareness campaigns through various
channels such as social media, advertisements at the airports and airlines, and seminars to
educate air travellers about their rights and consumer protection measures implemented by the
DGCA.

Simplified Information: The information about consumer protection measures can be

simplified and made available in multiple languages to reach a wider audience.

Mandatory Information Dissemination: Airlines can be mandated to disseminate information
about the consumer protection measures to their passengers through in-flight announcement,

brochures, and other communication channels.

Feedback Mechanisms: The DGCA can set up feedback mechanisms such as helplines, email,
and social media platforms to enable air travellers to share their grievances and seek assistance

from the authorities.
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Collaboration with Stakeholders: The DGCA can collaborate with stakeholders such as travel

agents, tour operators, and airlines to create awareness about consumer protection measures.

In conclusion, improving awareness among air travellers about the consumer protection
measures implemented by the DGCA is essential to ensure that passengers are aware of their
rights and can make informed decisions while booking and flying. The steps mentioned above
can be taken to increase awareness and create a safer and more comfortable flying experience

for air travellers.
REGULATIONS AND GUIDELINES ESTABLISHED DGCA:

The Directorate General of Civil Aviation (DGCA) is the regulatory body responsible for
overseeing civil aviation operations in India. It establishes regulations and guidelines to ensure
safe, secure, and efficient civil aviation operations in the country. Some of the key regulations
and guidelines established by the DGCA include:

Aircraft Operations: The DGCA has established regulations for the operation of aircraft,
including rules related to flight crew licensing, air traffic management, airworthiness of

aircraft, and aircraft maintenance.

Safety Management System (SMS): The DGCA has mandated that all airlines, airports, and
other aviation service providers must implement a Safety Management System (SMS) to

identify and manage safety risks.

Security Regulations: The DGCA has established security regulations to ensure that the
aviation industry is protected from acts of unlawful interference. These regulations cover areas

such as passenger and baggage screening, airport security, and air cargo security.

Airspace Management: The DGCA is responsible for the management of airspace in India. It
has established regulations and guidelines for air traffic control, airspace design, and

communication procedures.

Licensing and Certification: The DGCA issues licenses and certifications to aviation personnel,
including pilots, air traffic controllers, and aircraft maintenance engineers. It has established

regulations and guidelines for the issuance and renewal of these licenses and certifications.

Consumer Protection: The DGCA has established regulations and guidelines to protect the
rights and interests of air travel consumers. These include rules related to ticket pricing,

refunds, and compensation for flight delays and cancellations.
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In general, Indian airlines have a good track record of compliance with the regulations and
guidelines established by the DGCA. However, there have been cases where airlines have been

found to be non-compliant and have faced penalties and fines.

For example, in August 2020, the DGCA suspended the flying license of Air India for three
months after a plane crash in Kozhikode. The DGCA found that the airline had violated several

safety regulations and guidelines, leading to the accident.

Similarly, in March 2019, the DGCA suspended the flying license of Jet Airways after the
airline failed to address the issues related to the safety of its aircraft. The airline had been facing
financial difficulties and was unable to pay its employees and suppliers, which led to a

significant deterioration in the condition of its aircraft.

In July 2021, the DGCA suspended the flying licence of a pilot employed by Air India for three
months for failing an alcohol test. The airline was also directed to take disciplinary action

against pilot.

In March 2021, the DGCA issued a show cause notice to SpiceJet after the airline was found
to have operated a flight with a passenger who had tested positive for COVID-19. The DGCA

directed the airline to submit a report and take corrective action.

Overall, while Indian airlines have a good record of compliance with the regulations and
guidelines established by the DGCA, there have been cases where non-compliance has been
identified. The DGCA has been proactive in enforcing these regulations and guidelines to

ensure that the safety and security of the passengers are not compromised.
EFFECTIVENESS OF THE GRIEVANCE REDRESSAL MECHANISM

The Directorate General of Civil Aviation (DGCA) is the regulatory body responsible for
overseeing civil aviation operations in India. It has established a grievance redressal

mechanism to address complaints and grievances of air travel consumers.

The effectiveness of the DGCA's grievance redressal mechanism in resolving complaints and
grievances of air travel consumers can be assessed through several factors, including the
number of complaints received, the time taken to resolve complaints, and the level of consumer

satisfaction with the resolution provided.

According to data provided by the DGCA, the number of complaints received from air travel

consumers has been decreasing in recent years. In 2020, the DGCA received 16,643
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complaints, which is a 44% decrease from the previous year. This may indicate that the
mechanism is becoming more effective in preventing grievances from escalating into formal

complaints.

In terms of time taken to resolve complaints, the DGCA has established a timeline for resolving
grievances, which varies depending on the nature and severity of the complaint. For example,
complaints related to flight delays and cancellations should be resolved within 15 days, while
complaints related to baggage loss or damage should be resolved within 30 days. According to
the DGCA, 92% of complaints were resolved within the stipulated time frame in 2020, which

is a slight improvement from the previous year.

The level of consumer satisfaction with the resolution provided by the DGCA can be assessed
through consumer feedback and reviews. While there is limited data available on this topic,
some consumer reviews suggest that the DGCA's grievance redressal mechanism is not always
effective in providing satisfactory resolutions to consumers. Some consumers have reported
that their complaints were not addressed or resolved in a timely manner, or that the resolution

provided was inadequate.

In conclusion, while the DGCA's grievance redressal mechanism has made some progress in
resolving complaints and grievances of air travel consumers, there is still room for
improvement. The DGCA should continue to monitor and evaluate the effectiveness of its
mechanism and take steps to address any shortcomings or areas of concern. In such instances
the air travel consumer may need to seek alternative remedies such as legal action or consumer

forums.

Here are some examples of cases where the mechanism has been successful in resolving

grievances:

In February 2021, a passenger on a Vistara flight filed a complaint with the DGCA after the
airlines cancelled his flight without prior notice. The passenger also alleged that the airlines dis
not provide any alternate arrangements. The DGCA intervened and directed the airline to

refund the fare and pay compensation to the passenger.

In November 2020, a passenger on an IndiGo flight filed a complaint the DGCA after the airline
lost his baggage. The passenger alleged that the airline did not respond to his complaint and
did not provide any assistance. The DGCA intervened and directed airlines to compensate the

passenger for the lost baggage.
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In September 2019, a passenger on a GoAir flight filed a complaint with the DGCA after the
airline cancelled his flight and did not offer any alternate flight. The DGCA directed the airline

to refund the fare and pay compensation to the passenger.

In these cases, DGCA intervened and resolved the complaints of the air travel consumers by
directing the airlines to refund the fare and pay compensation. This shows the effectiveness of

the grievance redressal mechanism established by DGCA.
CONCLUSION

In conclusion, the consumer protection measures in Indian airlines have improved over the
years due to the regulatory efforts of the Directorate General of Civil Aviation (DGCA). The
DGCA has established various regulations and guidelines to protect the rights and interests of
air travel consumers, such as rules related to ticket pricing, refunds, and compensation for flight

delays and cancellations.

In addition to regulatory measures, Indian airlines have also taken steps to improve the
consumer experience, such as offering more amenities and providing better customer service.
However, there are still areas where improvement is needed, such as in the handling of

customer complaints and the transparency of airline pricing.

To overcome these challenges, stakeholders such as airlines, regulators, and consumer groups
need to work together to improve consumer protection measures. This could include increasing
awareness campaigns for passengers, strengthening grievance redressal mechanisms, ensuring
timely compensation and refunds for passengers, and by increasing transparency and
accountability in the industry. By taking these steps, Indian airlines can enhance the trust and
confidence of the air traveller consumer and contribute to the growth and sustainability of the

Indian aviation industry.

Overall, the consumer protection measures in Indian airlines are moving in the right direction,
but there is still work to be done to ensure that air travel consumers are treated fairly and receive
the level of service they deserve. The DGCA should continue to monitor and evaluate the
effectiveness of its regulations and guidelines and take steps to address any gaps or
shortcomings in the consumer protection framework. Likewise, airlines should strive to
improve their customer service and responsiveness to consumer concerns, to build trust and

loyalty among their customers.
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