N RIF ARG YRR
:1’51":1]'%’r;mm'ﬁ:'omfﬁng'mn“
Competition and Consumer Affairs Authaority

Ministry of Industry, Commerce & Employment

Advocacy Booklet for Business Entities







"l\'l {'ﬂﬂ]ﬁ" ﬁﬁgﬁ'ﬁqmgqaﬁﬂ About Competition and Consumer Affairs Authority

+ ARAFRFEIIIRREGRY AN qope YTFIGINAIGT| Competition  and
Consumer Affairs Authority (CCAA) was established in 2014

. RERREyRRE g ERaagse e g ma Ry RS The Authority is under the
Ministry of Industry, Commerce and Employment (MolICE).
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. QeyBRYeR By AE| Headquartered in Thimphu
. ﬁt:ll:'a?\i'q'q%"§'§ﬁw§qg¢qmﬁ%ﬁz sx't:ﬁq'ilﬁ'na'&f:'qﬁf:’{'qg]q@ﬁ'na'gx'q'é'ﬁq'
Afarq s FRawgRiagqws iRy AT YNRIGINATG] The

Authority was established to protect consumers and promote fair competition by preventing
unfair, deceptive, and anticompetitive business practices




’“\] §§ﬂ§ﬁ'§“§q aﬂ’“’ﬁ" qaﬁﬂ'ﬁ‘ﬁ“]’“ﬁ“ﬁ%] Introduction to Consumer
Protection Act of Bhutan 2012 & Consumer Protection Rule & Regulations 2015

WA FHIIGY=SAREN q09q 35|

FEIa YA A=A g0ra S5
Consumer Protection Rules and

Regulations, 2015

LERRETLE SRS

Office of Consumer Protection

Consumer Protection Act of Bhutan 2012
SYFHNFFE|

Ministry of Economic Affairs

mSARANARTANE q0pq QEAEERTGRY| NSTRAYRANYER R FHug

The act was enacted in 2012 and the main objectives is to protect consumers;
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g::'qnﬁ'%‘ From hazardous goods ﬁ“’qqia] From unscrupulous exploitation
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quicker grievance redressal information & educate consumer rights




ﬂsq'@aw'@'a%ﬂ'ﬂﬂq Application of the Consumer Protection Act of Bhutan

ISARANPAZNISNARWS] The act Applies to:

v %’:’m«ﬁ’éqﬁt ?@’ﬁﬂ@'qxq'aﬁ&'

X v\ v v .
SRN8EY| Transactions between a

business entity and a Consumer

v ARUFRARY SRR QRABE CARERaet)
wa'q'ia'aﬁm'aan'% éq% :1%”:'% nm&'ﬁmwzﬁ'

" BHUTAN a
§| Offering, selling and marketing of goods

i and services within Bhutan
1

~ N A N
v WRNRRUHANGIR WRFNFIA| online

or offline

N QAN [N

N - A _ A
‘égﬁfd E’\"&'C{ﬂ' RR’Q@%’@'&"(’Q“N' QSR'%QK%"%JWW‘I?

TRRF RIAENRFY WRE FNFARFY SRENAR
qRBAE §§QE]’H&§] Consumer means a natural

person, who buys goods and services for personal,

family or household use with no intention of resale.




"]\] g""ﬁ@‘“ﬁm"ﬁ' @X| General Duties of Business Entity

¥, 'ﬁvﬁv\f v, v et 'V v, vv v“v v e v
. qézquﬁqg ANAYFRIAUAS" SRR

FRARETYR HmBERT] Affix price

tag on goods & services

. RERFIN WRE %N'q“éﬁ'gﬁ'&q@'ﬁaq'
éﬁ Provide money receipt to
consumers

MAA ILA ENTERPRISE

Total

~ NN AN
. qN'%\'q'ﬁR:N'ngqqﬁqu' Eﬁéﬁﬁ‘;qg"*’éﬁ”‘"ﬂ
“Tlﬁ'ﬂq'ﬁﬁ[ Use appropriate and certified

weights and measures

Calibrated by
BSB

. E"“T"]ﬁ'%ﬁ'a"aﬁﬁ@ 6,,33,\\].3;.‘31:]«.5“].;3\1.
q‘t\%ﬁé N*@{'ﬁﬁ'ﬁ[ Provide adequate

information on goods and services to

~

m - Price
.g. - Qualit.y/brand
- Quantity
- Usage
- BBD
- Ingredients

- Origin etc.
- /

. Eq'?ﬁz'g’ﬁ'éx&' w:q'qm&'ﬁm'qni% mm‘&q'a:ﬁ'

FXRQ 6'35«'@'3@11%' S'ﬁEN'i’ri’mmarﬁm'anﬁ'&'
g"][ Shall not supply different quality of
goods other than the goods paid for/agreed

to be supplied

‘Quality X

‘Quality Y’

Supplied

Paid for
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. 9@3:1««04 q:éﬁ««ﬁﬁl’qmﬂaﬂ] Shall

not charge different price to different

#:

1

Nu. 80

. qn«’ﬁ’ﬂ}éﬁ'ﬁlaﬁnm' h’m'aéaw'ngagq'g:
?‘”T S‘“‘i"ﬁ“"gﬂa‘éﬂ?‘%@ﬁ'ﬁﬁ

providers should ensure that the services

Service

are provided with reasonable care, skill

and within a reasonable time.

. Qm'égﬁ'ﬁqm'ua's'ﬁ?i«' :l%’:'%m«'aﬁad'ﬁﬁﬂ

Refrain from selling expired products

RGEAERE R iR R

NRAGANERRURFNTGRE( Promote and

engage in ethical and fair trade practices

&
2
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BRA 31'211]4\1' q{ﬁ'@’ﬁ'ﬁ:ﬁ«'@ﬂ«'@ﬁé’
" nﬁ RE S q:w}’u]'ﬁl:'s'ﬁfw RMEYAE

qqaq;nqﬂa &I?ifﬂu Not deny a service or

/

n
2

supply of goods based on gender,

nationality, ethnicity, sexual orientation or

religious preference, or any other

peculiarity PP




ﬁ’*‘"gﬂ'g"]‘“"la'g’*‘"’il'i’“'%j’q'ﬂ‘;’*‘ﬂ Different ways of reading expiry
Batch Number and Expiry Date: "Use By" Date: means the product

should be used before the end of

"Batch No: ADC500, Exp: 1AU24".
the date

ADC500
1AUG24

Manufacturing Date (MFD) and Shelf Period After Opening (PAO): This symbol
Life: "MFD: 01/2023, Best before 12 looks like an open jar with a number
months from manufacturing” inside. It indicates how many months the

product is good for use after opening:

Max Retail Price Nu./RS.:

(inciusive of Al Tares) L L e eyl

Mfg Date F-~~<hone 0800 50 55 55, Mon-Sat, Sam-6pm
Batch No
] Appt N | c Best Before 12 months
NEER: ~ rom the date of manufactur®
30
o * - Net Weight: 1500ml 9

- . . Produced in mux :

253%‘”'é\];"h’“]'ﬁ‘;ﬁz*"éq'éﬁ'%] Provide refund or
replacement if the service or good provided is

defective or faulty:

Clearly communicate the terms and conditions at

the point of sale to ensure transparency.

The obligation to refund cannot be satisfied by

compelling the consumer to acquire other goods




- SN gymAa5aa5Y| Label the products

Minimum labelling requirements for goods as per

CPRR, 2015:

gﬁgﬂ]ﬂ'@aﬂ Brand name

&RFAN| Trademark

?fR'NN'a'N‘(] Business name

ni!":lgiﬂ'ﬁl'l?]' M3R] Address of the manufacturer
f-':’”g*’ﬁ“’ qﬁﬁ%ﬂ[ Ingredients and compositions
%ﬁéﬁaﬂgﬂ] Net weights/numerical count
q%ﬂgq'qﬂﬁ'ﬂa'ﬂgw'mq[ Country of manufacture

. (2NN ~ (AN
SFRYFRIRRRFYNRR GNFREMNRRE RN

D N N N N N U N N

Date of manufacture and expiry date
s'ﬁf"‘"a'ﬁ‘?éﬁ[ Price
N”]"}Jﬁ'QE“'ﬂ?N"?]"‘;ﬁﬁ'@[ Instructions for

usage/consumption
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WEER TR RS SRRARAES TRy oA gy
qu'ua'&fxﬁl:' ‘ggﬁ'naﬁum'qéx'@gﬁmm'fg' aéqm'%q'@n]?{ﬁ'gquﬁ'ﬁ: ulf;'%q' qéﬂ«'%q'@n]?q’ﬁ'
et v v“v“v\ v vv Av ﬁv v\ v v > v\ v Av Av v\ v v v v“

§5AgRE A §F M AR E{Rq A E  FRRAGAFHR %rm] AR AFIRNYEINRE Means  any
trade practices that are unethical, unfair, and professionally not diligent that exploits

consumers and materially distorts the economic interest and health safety of a consumer-




sm%q'&qw&z:ﬁwqﬁq@'ﬁﬁ] Examples of Unfair Trade Practices;

N X oe S Mmoo er  Raarard Sy
ggﬁanﬁa«@ NIHTIFIFHR Nawgqq
“{qm&‘ gﬁ'ﬂﬁqm'ﬁ:ﬂmm‘ngwé‘ 31"3"1%‘
ﬁﬂ'ﬁ“@"*g"ﬁ'ﬂqﬁa] False and misleading
advertisement and marketing to deceive

and lure the consumers.

INWE\/

!

. 5‘“"5*'&{"‘"‘3!'@“?] Adulteration of food

products.

qﬁq%i'%rq'n%’zz'éx'na'ﬂmmw q%’ﬁﬁ'ﬂémna‘
7, ~ N N
%A\msm'qqmﬁqg AR YAARRRAIR aﬁ'@
&1’5‘%7\' &'nﬁq'ua' L?lﬁ'%&v'gﬁ'ngal Creating
a false impression that after-sales service
in relation to a product is available in

Bhutan when it is not the case.

ggv\. N xpe e NN g . .
. A,g@n]m n]wqugmrdqaqa:w% 64'961

&gﬁ'ﬁ' RGOV éﬁ'q%’q'qqri'%'ﬁ:' NGNS
§l' 5“"%’”3&'%] Price rigging and
collusion by business entities for collusive

gains.

LET'S BOTH
RAISE OUR

~ N N N, D

AN ANFARERED AMANYRAES DN @A
iﬁqtﬂﬁaﬁi AMAPURIASN AN GRN

NN N NN e R M e NN

57958 FYRaqRNyY Hraqday

“ﬁﬁa[ Manufacturer, Supplier and Service

provider charging different prices to

different consumers.

Nu. 80 Nu. 70 Nu. 75




~ a9 > 9 InSEAN - N N - N
. s'ﬁt:k\l'é' AN S ANIG sn}'qgru'ﬁ' NAFAY RGNS RN A WINKRIR q%;\rarqgm'
%ﬁ'%'ﬁ'swm'ﬁmﬁm' qg&’q%é@qﬁ' g:'qg;'ng*a\“ Selling goods through pyramid schemes
that involve recruitment of downline members, through members coercion, to receive

rewards or incentives which increase with increase in downline members.

o @
Commission $ . .
for gettin
’
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BE IRIIKIRY.

New Entrants who pay an” Entry Fee"”
(The entry fee becomes the source of income for top
management)

. “ﬂ’q%ﬁ é & ;N.g.q‘s‘r\.én.‘ Na“‘\]\ﬁ,ﬁ‘” A ET ;éi

6'325«'@ éﬁ%ﬂ]mﬂqﬂ]fﬂ@dﬁ'ﬁ%’ﬂ'ﬁﬁ' 6’{54\1'&%' alx'zdﬂ'gk‘l'&l'ﬁ"ﬂ;ﬁﬁa[ False discounts to
Q’\\l'Qﬁ'éﬁ'ﬂgqgﬂ'['ﬂ““'ﬁﬁ'ﬂﬁﬁ"ﬂ'@‘iﬂgﬂ'ﬁq'@’T[N' increase sales.

3SR ERQEATEGIRT Falsely
claiming that goods are limited and will

only be available for a very limited time.

LIMITED STOCK a

. {,/’, £ . qﬁ'ﬁﬁ@' MR@q s g«'&'q%w:' FREAr
. ,//__E ~. A A A A N Vo N N A .
”“w N ' AU GRSF IS TGN YUY IIINAX AN
“ v v
332’;1\1&534@ iqv;ﬂ'ﬁaq&m« i@u@wa@-‘av A @‘@aﬂ False product offers such as
g].éq.%, 6.ﬁ~£N.§,§q,al Offering goods in “Buy one get one free” schemes

lieu of change




- TS SR iRgRe Ky qgregdyeesr . FHjaesdE mfieegdiTges d5a5

JAARHRIRIX ANUFYRT] S G Y ARRENERE qtﬁg&@'ﬁqmw AyRAEaRy
ARaBa R S grardxad EmEq R 3| & Manipulating the weights and
Claiming that a service is provided within measures to exploit the consumers

short time when it actually takes longer-

By
@,

~N [2N ~ N (2N N ~m A\ A\ [2N
. &f:'gé'm[w' gi'm&l'ail:'@ s'ﬁrw'a\g; EFY QRYSUUNRAUAAN AT FARFUN AFNFHINSA M|
q@q'qﬂ“]'%[ Hoarding of the goods by business entities to create artificial scarcity in the

market and manipulate the price.

GraRRuH N ERRY| "B Commerce”

~ N A N S > N N o A\ A\ ~ N N

N‘(N'QSN'EQT’J"'gﬁ"?ﬂ‘ll'm&l'%ﬂ']k\!'ﬂ’?&l'qa' G'GSN'ﬁR'ﬁ’:IN'ﬁﬂ"'ﬂ"'RF[N'a\i' NRN'QSNRR‘ qg"d'ﬂﬂﬁ'
Ry, N [ g . e Ny [ iy A N S N " ”

U\Ir\6q n"qqaxl Rl%ﬁqﬁlgqmaléﬂ"zﬂ"mk\l '91:16‘(‘28‘:1646111 %é‘q (‘qu E-Commerce  refers to

transactions of goods or services through the internet, mobile devices or other

information networks.

HErZG  zalabt

BusImess Frosystam

@ho online.bt
Nl RNY WHERE ANy TiME (L @ | Azha Pasa

)\ W . 16K likes » 25K followers




&’:«'qﬁm'ﬁn]'g:‘qﬁm'q:@ sa'qﬁq'aﬁ'ua'gt;ﬁmn]ﬁﬂ Unfair trade practices in E-
commerce

. &ﬂ'ﬂﬁ%‘@nna@qnﬁqwﬁ: amﬁq‘ua'@:r . sw'é'qu'ﬁ:’a’q'ﬁq'ﬁqw %'&11&\1' §N'éﬁ'ﬁ¢a¢'
RHYN| Misleading ~ and  false YFREIMAFURIZE Supply of wrong,

advertisement defective and substandard products.

Online After Deli very

. 3 5:4\1 ﬁr\qm\: 511] g sq qq SESER axﬁ (e Rq . 6'm'54’n]'a\4q'%ﬁ:' 5:1'51'}:%’%’ %’ow iq'ﬁ@u'

RRNAEF|  Accepting payment without G {R8E ENAFNIRFINIGI | Refusing
intending to supply goods or services. product return and replacement and

refund

NO |
Refunds :

«THAT SAYS "NO'REFUN

. JRYFRERHTHARRRF AR n]&’réx@'ﬁﬂ]'mk\l'
ﬁﬁ'&ﬁ'ﬂﬁﬁ%’N'qqﬁva[ False discounts and

price manipulation.

s\l nﬁqﬁx‘ﬁmﬁm‘ﬂ?’@ﬂq Administrative Penalties @\I,\

MR TR IF YA AR Bawwanr e lgds JqAINIEEA| If a person has
violated the provisions of the Act, he/she shall be liable for the following penalties:




7!]\1 6’ﬁEN‘ WKy qQN‘Eﬂ'ﬁ'ﬂﬁN‘ﬁRﬁR‘N?N’Na é’\‘"@'ﬂﬂ] Pay a fine equivalent to the
value of goods or services.

M) 85 s Ramagy FxByYRgaday AquadNsESE| Rectify the misleading
representation within 14 days.

© maaary FYRIaYRRIRANRR JUNAF 205 FHFRIRRAAS| Details of the Fines

and Penalties are in the Consumer Protection Rules and Regulation 2022

5| @< BaEga58%ST? Does government regulate prices?

Ry frdiga?  syisgyampas $5EFRIAFRE| Except for the commodities
mentioned below, government does not regulated prices. It is left to the market

forces.

e Timber, sand and stone
+ Seeds, seedlings, fertilizers

¢ Petrol, Diesel and LPG

E\l gﬂﬂ'ﬁﬂ'gﬁ'a'gﬂ'@ﬁ] Market Price Information System

%:'&N'ﬁ:’éﬁ@'?\:@nwa% “ﬁ‘amq'ﬁ:’f;gﬁ'ﬁn:q“éq@' q“éq’a’:'aaq%ina' ia'gqm'%q'&qu q%'ﬂ“}m'
SRR Ey &f&m&'a\:&’ﬁ'ua' ﬁﬁ«'aﬁnas’a«'@a'?ﬁ:'éﬁ'@ qmm'g’q'QQﬁﬁ'aq‘ iﬁ'%ﬂN'Q%' A=Ay

qﬁwqasxﬁ www.ccaa-gov-bt ﬁ‘?m“"ﬂ%ﬂ“"@ﬂ‘“] The Market Price Information System,

overseen by the Competition and Consumer Affairs Authority, displays the market
prices of essential commodities for the benefit of consumers. It can be accessed

through www.ccaa-gov.bt.



http://www.ccaa.gov.bt/

% Market Price Information  Track Complaints  Online Services ~
% About Us File a Complaint

Dzongkhag: Shop Name: Category: Product: Brand/Trade Name:

" :
' E - .
Thimphu ~ Hejo Mart Hejo Dairy and Poultry  Toned Milk  Keventer

FILE A COMPLAINT TRACK COMPLAINT MARKET PRICE INFO Products

Thimphu Hejo Mart Hejo Rice, Flour, Instant Maggi (Masala)
N ¥ A T O T Noodles & Nood|
g ERN AR A& Y| Nocdes oode
~ e Thimphu Hejo Mart Hejo Dairy and Poultry  Processed  Amul Butter
ﬁqmqﬁ(‘?gﬁﬁqﬁqgﬁ] Products Butter
Thimphu Hejo Mart Hejo Tea, Coffee, Coffee Nescafe Classic
Sweetener and
MINISTRY OF INDUSTRY, COMMERCE & EMPL! ot
Thimphu ~ Hejo Mart Hejo Dairy and Poultry  Egg Local Egg
COMPETITION & CONSUMER AFFAIRS AUTH Products
Thimphu Hejo Mart Hejo Dalgrand Poultry Processed  Amul Cheese Block
Products Cheese

Thimphu Select Shop Name  Select Category Select Product Select Brand/Trade \

250

350

320

545

Awareness on Liquefied Petroleum Gas (LPG)

Net Weight of the
cylinder is 14.2 kg.

Tare Weight of the
cylinder 15kg to 17 kg
(empty cylinder).

Therefore, Gross Weight
of the cylinder should be
between 29.2 kg to 31.2 kg

A= March
B=June

C= September
D= December
Number = Year

Together=Expiry Date of the cylinder




9\1 Smﬁﬂ" aﬁﬂa‘g“ﬂ?“]’“ﬂ’iﬂﬁﬁ’ﬂﬂ Lodging of complaints against unfair business

practice

1. Walk-in

2. Toll Free No/Phone (1214/338336)

3. Online (Email/website) -

Email: consumerservice(@moice.gov.bt

Website: www.ccaa.gov.bt

Home AboutUs v File a Complaint v Market Price Info v Downloads FAQs Contacts

Toll Free Number 1214

of = B

N auld

FILE A COMPLAINT TRACK COMPLAINT MARKET PRICE INFO MPI REGISTRATION AWARENESS VIDEO

~ ~r
qsq%’mm'ﬁ:'q'qwq'fgq'mu]‘
T
MINISTRY OF INDUSTRY, COMMERCE & EMPLOYMENT
COMPETITION & CONSUMER AFFAIRS AUTHORITY

q“\ﬁﬁﬁq"“] To get Information

SRy =

MINISTRY OF INDUSTRY, COMMERCE & EMPLOYMENT

COMPETITION & CONSUMER AFFAIRS AUTH

@ Edit cover photo
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Follow us on

Facebook
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mailto:consumerservice@moice.gov.bt

§ﬂ'ﬂﬂﬁ'ﬂ°ﬁ'ﬁ'§<’&'ﬂﬂﬂ"uﬂ] Complaint Management Mechanism

[ Dispute Settlement Committee ]
[ Competition and Consumer Affairs Authority (CCAA) ]
<
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Aggrieved Consumer/Complainant




