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ORDER

1. The Central Consumer Protection Authority (hereinafter referred to as CCPA) has
been established under section 10 of the Consumer Protection Act 2019 to regulate matters L
relating to violation of rights of consumer, unfair trade practices, false and misleading
advertisement which are prejudicial to the interest of public and consumers and to promote,
protect and enforce the rights of consumer as a class.

2. The Central Consumer Protection Authority (CCPA), in exercise of its statutory
mandate under Section 18(1) of the Consumer Protection Act, 2019 (hereinafter referred as
Act), is entrusted with the function of preventing unfair trade practices and ensuring that no
false or misleading advertisement is made in respect of any goods or services, and further to
ensure that no advertisement of goods or services is issued in contravention of the provisions
of the said Act or the rules and regulations framed thereunder

3. In furtherance of the aforesaid mandate, the CCPA took suo-motu coghizance of the
vast number (5508) of grievances registered at National Consumer Helpline {NCH) from 1st
April 2023 to 27th June 2024 against the Eureka Forbes Ltd. (hereinafter referred as opposite
party) that were pertaining to after sales service of water purifiers.

3.1. The grievances related to issues such as delay or denial of services, failure to
provide after-sales support, charged for repair or not repairs within the warranty
period and publishing of misleading advertisements:




Nature of Grievances
S. No. (from 15t April 2023 to 27th June 2024) Count
1 Delay in Providing services 2161
2 After Sales Services not provided 1742
3 Charging for repair / Not repaired under warranty 349
4 Product found defective - No replacement/ refund as 301
per customer demand

5 Same Problem Persist After Repairing 143
6 Non Delivery of Product / desired Products 62
7 Product damaged!/ lost while providing services 56
8 Fraudulent |ssue-Selling Fake/duplicate/counterfeit product 45
9 Overcharging 21
10 Other 93
11 Misleading Advertisements 18
12 Promised/offered gift not given 17
Grand Total 5008

3.2. Accordingly, a preliminary inquiry of the grievances registered on the NCH was
undertaken, wherein it was found that:

iv.

vi.

The opposite party had engaged in unfair trade practices and misleading
advertisement under the guise of offering annual maintenance plans.

In certain instances, consumers had duly furnished the model details of the
product to the authorized service centres, however, owing to undue delay in
the availability of spare parts and in redressal of defects, the period of the
Annual Maintenance Contract (AMC) expired without replacement of
essential components / filters.

That technician demanded payment from the consumers amounting to
approximately fifty per cent of the value of the product, despite such demand
was contrary to the terms of the AMC.

Inspite of the lodging of repeated service requests during the existence of
the said AMC, the company merely issued standardised and automated
responses assuring attendance within 24 hours, but the company failed to
render any actual service or maintenance in pursuance thereof.

The advertisement issued at the time of purchase of the RO system,
proclaiming “Get Free Lifetime Re-installation and Uninstallation,” was
misleading.

The alleged advertisement of “30 days money-back guarantee” coupled with
a “no-questions-asked” return policy was also misleading. However, the
claim was summarily repudiated by the opposite party on the ground that
the product was allegedly no longer eligible for return.
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3.3. Therefore, more than 5000 grievances received on NCH indicated possible violation
of the Provisions of Consumer Protection Act 2019 impacting consumers as a class.

4, Accordingly, Notice dated 05.07.2024 was issued to the Opposite Party to submit
response regarding the parameters set to determine the price of Annual Maintenance
Contract, actions taken against the errant repair/service personal who defrauded the
consumers. Additionally, it was also asked to specify the average life span of candles and
other components based on specific geographies and water alkalinity. Along with the Notice,
the allegations made in various consumer grievances received across multiple categories,
such as delay in providing services, after sales services not being provided, charging for repair
/ not repaired under warranty period, product found defective and no replacement/ refund
as per customer demand and misleading advertisement were also annexed. Thus, an
opportunity was given to the opposite party to submit reply regarding the issues raised above
along with supporting documents, if any.

5. In response to the above Notice, a reply vide email dated 22.07.2024 was received
from opposite party, wherein, following submissions were made:-

5.1. Eureka Forbes Ltd. is a pioneer in the direct to home cleaning appliances industry
and has won the trust and confidence of 8 million customers through its dedicated
efforts, unmatched services, and offering new innovative products.

5.2. Eureka Forbes does not and has not in the past indulged in any form of unfair trade
practices.

5.3. The company had provided the necessary clarification with regards to the service,
replacement, refunds (as applicable) based on terms and conditions and the same
may be seen on the NCH Portal where company has responded to the complaints.

5.4. It does not falsely represent its services or conceal information which are falsely
claimed to be misleading advertisements. The terms and conditions of our products
and services are mentioned at https://www.eurekaforbes.com/terms-and-conditions
and are also mentioned separately with products and services at the time of
purchase.

5.5. All manufacturing units are ISO 9001:2015 certified and enclosed copy of
certificates.

5.6. The company has in place ‘Quality Assurance System’ to ensure that the quality of
components used, and the finished goods produced follow the defined
specifications.

5.7. Company have validated Water Purifier products from third party renowned testing
agencies (Aquadiagnostics Water Research & Technology Centre Ltd.) for life test
performance as per International Protocols and as per IS 16240 standards (for RO
based water purifiers) which are designed to capture a wide variety of water quality
and tough site conditions existing in the field.
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5.8.

6.

To cater to localised water quality issues like higher turbidity and iron, the company
has optional attachments (for Water Purifier units) like external pre-filter and iron
removal filters to address localised supply of water quality issues.

The reply submitted by the Opposite Party was examined by the CCPA and it was

noted that:

6.1.

6.2.

6.3.

6.4.

7.

It has neither placed on record whether any actual and satisfactory redressal was
provided to the grievances of consumers, nor has it furnished any specific response
to the queries raised in the Notice issued by the CCPA, particularly w.r.t. the promises
made at the time of sale of AMC and the subsequent limitations allegedly disclosed
to consumers at later stage of claim. Thus, posed prejudice to consumer rights and
has given rise o substantial grievances.

Secaondly, the emphasis of the opposite party in its reply, to the effect that the terms
and conditions such as “free repair visits”, “1 hour service and complaint resolution”,
“one time free replacements of consumables, pump replacements”, “Get Free
Lifetime Re-installation and Uninstallation” etc. governing the products and services
were separately disclosed to consumers at the time of purchase. However, the
substantial number of grievances registered by consumers on the National Consumer
Helpline (NCH) indicates that consumers were not adequately informed of the actual
terms & conditions, clauses, limitations, and deficiencies in the AMC.

Thirdly, with respect to the pricing of the Annual Maintenance Contract, the remedial
or disciplinary actions, if any, initiated against errant repair or service personnel
alleged to have defrauded consumers, and the average life span of candles, filters,
and other components, duly correlated with specific geographical conditions and
variations in water alkalinity were all not provided.

Further, the company was unable to furnish any substantive reply or materials
particularly addressing the aforesaid concerns raised in the Notice. Thus, CCPA was
satisfied that there exists a prima-facie case of violation of consumer rights,
misleading advertisement and unfair trade practice which lead to the necessity of
further scrutiny. Therefore, vide letter dated 17.10.2024 CCPA forwarded the matter
to DG (Investigation) CCPA for detailed investigation.

The Investigation report dated 04.11.2025 was received from DG (Investigation)

CCPA wherein the following findings were submitted:

7.1.

That regarding the high number of consumer complaints, they admitted that there
were lapses on their part. Opposite party acknowledged that the deficiencies were
primarily attributable to their service providers. They further stated that appropriate
action has been taken and FIR has been filed against the service provider.




7.2

7.3.

7.4.

7.5.

7.6.

It was submitted that Eureka Forbes has taken strict disciplinary action against the
service providers for the fraud committed against the customers, the actions included
filing of FIRs, terminations of contract etc.

When detailed information regarding the grievances was sought from the company,
the data furnished was found to be insufficient. The company merely provided a
tabular summary indicating the number of complaints resolved at the end of the year,
as shown in the table below. However, it could not be ascertained from the data that
whether the redressal provided to the consumers was actually satisfactory:

Year No. of Complaints Number of complaints
received during the year resolved at close of the year
2022- 36,44,840 34,20,345
2023
2023- 39,45,982 37,12,546
2024
2024- 42,39,029 39,93,876
2025

Further, the company submitted response to the specific complaints mentioned in the
Show Cause Notice, stating that some were resolved after service visits. However, in
several cases, they were unable to locate resolution details due to incomplete or old
data, which raises doubt whether those complaints were actually resolved, as no
conclusive evidence was provided.

The company submitted two test reports (in-house and third party) indicating that the
water purifiers can filter over 6000 litres of water. However, the third party report lacks
NABL accreditation and does not specify the testing methodology and further raising
doubts about its authenticity.

Moreover, it is observed that the test reports do not fully addresé the request and lack
following.

Requested Items Present in Remarks
Report J‘
Average lifespan of candles / X Not covered or mentioned
filters (I-Filter, Chemi-Block)
Lifespan of RO membrane Given (=9400 L — 14100 L
Lifespan of UV lamp X Not included
Lifespan of Taste Enhancer X Not included
cartridge
Segmentation by geographic All tests done in lab under
region X controlled water (750 ppm
NaCl), no regional variation
reported




7.7. This deliberate lack of truthful and honest representation has eroded the consumers
trust and mislead them. Such trade practice has, therefore, caused adverse impact
upon rights of consumers as a class.

7.8. Thus, a case of misleading advertisements, and unfair trade practices under the
Consumer Protection Act, 2019 stands established.

8. In view of the findings in the DG (Investigation) Report and following principles of
natural justice, CCPA vide letter dated 05.12.2025 shared the investigation report with the
opposite party to furnish their comments by 11.12.2025. Thereafter, an opportunity of hearing
was also provided on 15.12.2025.

9. Vide email dated 11.12.2025 Ku. Shilpa Jain, Company Secretary & Compliance
Officer of the opposite party submitted the following response:

9.1. Customer Facing Process:
The high volume of customer interaction reflects routine service touchpoint inherent
to the product category and not consumer dissatisfaction. Following measures are
adopted by the company to enhance customer experience.

i. Transparent communication of all terms and conditions: To ensure full
transparency, terms and conditions are clearly stated on invoices and on
official website of the company.

ii. AMC Pricing and Propositions: The details of category of AMC plan, their
price range and benefits are mentioned on the website of the company.

Eureka Farbes Limited
CIN: L27310MH2008PLC138478 | Y/2bsite: www.aurekaforbes.com E l:l!r EF%ERl(éE s

i
Registerad / Corporate Office: BY(BZ, 701, 7 Floar, Marathon lanowa, Cff Ganpatrae Kadam Marg, l
Lewer Perel, Mumba - 402 013, Maharashlra, indfa, Tel: 401 22 48824700/ 62601383, Friends For Life

AMC ; .
Base Silver Gold Platinum
Products
Free Repair _ Free Repair | FreeRepai
Repair visit ee. b Free Repair visits = i e i i
visits visits visits
OF 2F F
Maintenance . ree . ..| 1 Free Maintenance . ree 3 il
. Maintenance visit .. Maintenance | Maintenance
visit visits per year . . e
peryear visits peryear | visits per year
One Set Free
25% Discount on | Consumable kitper| Onefree Onefree
Consumable Consumables year excluding Consumable | Consumable
{Once during the membrane, Kit* kit™
AMC period} to becharged at every year every year
50% discount

hitps fivesns ereka’crbes. comiame-new-terms-and-condlton




Service Improvement Interventions: It is stated that service improvement is
an ongoing process and the company has implemented several structural,
operational and technology-led initiatives to improve responsiveness,
service, reliability and overall customer satisfaction.

a) The Company has, in furtherance of strengthening its service delivery
and grievance redressal framework, launched “Gathiman programme”
in the year 2022, a structured service-acceleration programme
designed to operationalize a nationwide 1 hour fulfilment model for
installations and resolution of customer complaints.

b} With a view to reinforcing service governance in regions experiencing
persistent operational challenges, the Company, commencing from the
year 2023, established twenty-five company-owned and company-
operated (COCO) service centers across nine cities. The said centers
were instituted to ensure standardization of service processes, enforce
quality control mechanisms, and facilitate expeditious resolution of
customer grievances.

9.2. Consequent Management: Action taken and Intervention:

The Company affirms that it accords the priority to customer grievances and
adopted approach against errant service personnel, service technicians, and
franchisee service partners by initiation of disciplinary action, which includes,
issuance of warning letters, imposition of penalties, termination of
engagement and initiation of criminal proceedings wherever warranted.

a) During Financial Year 2024-25 (FY'25): The services of two service
technicians and one franchisee service partner were terminated.
Warning letters, monetary penalties, and other disciplinary actions were
imposed against four employees, two service technicians, and four
franchisee service partners.

b) During the Financial Year 2026 (FY'26): A First Information Report
(FIR) was lodged against one employee. The services of one employee,
five service technicians, and one franchisee service partner were
terminated. Warning letters, penalties, and other disciplinary measures
were issued against two employees, ten service technicians, and one
franchisee service partner. '

The Company has implemented a penalty and consequence framework
including non-fulfillment of complaints within twenty four hours and is
applicable to its service partners, service technicians, and employees, in
accordance with the governing contractual and applicable provisions.

Product Technical Details: As per prevailing regulatory requirements, all
domestic RO water purification systems are mandated to comply with 1S
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16240:2023. These systems typically comprise lifespan of 6000 liters for an I-
Filter, Chemi-Block, Membrane, UV Lamp, and Taste Enhancer. Except for the
5000 burning hours for the UV lamp.

10.  During the hearing held on 15.12.2025, Shri Suresh Redu, Chief Technical Officer
(R&D), Shri Vivek Sharma, Chief Quality and Regulatory Office, Shri Nithyanand Shankar,
Chief Business Officer (Customer Service), Ku. Shilpa Jain, Company Secretary &
Compliance Officer appeared on behalf of the opposite party and submitted the following:

10.1.The nature of water purifier is that it requires regular service intervention and
grievances at NCH are not complaints rather they are service requests and therefore
the concept of AMC has been brought into play.

10.2.In recent time it has launched “Gathiman”, a structured service-acceleration
programme towards 1 hour fulfilment for resolution of customer complaints. Also it is
a company-owned and company-operated (COCO) service centers to improve the
consumer experience.

10.3.0n an average, the company receives 300-400 complaints in a month from the
channel of NCH and 93% to 94% complaints are resolved within 2 days. In the past
there was no forum to raise an issue as company maintained redressal through their
authorised partners and relied only on offline network.

10.4.The Company introduced a technology-enabled, next-generation technician
application providing real-time operational visibility and enabling systematic
prioritization of escalated work orders. In addition thereto, a dedicated Supervisor
Application was deployed, granting frontline supervisory personnel direct oversight of
escalated matters, thereby ensuring timely closure of customer grievances.

10.5.In order to effectively manage seasonal surges in customer setvice requests and to
maintain prescribed service qualily standards during peak periods, the Company,
from the year 2023 onwards, implemented periodic performance-linked incentive
schemes for service personnel.

10.6.Additionally, in several issues company have taken appropriate step to issue refund
or exchange the product. However, in some cases consumers have denied refund
and has opted for renewal of AMC.

10.7.Moreover, from the year 2024, the Companhy has also established a Central
Escalation Management Desk tasked with the real-time monitoring, prioritisation, and
resolution of escalated customer cases. Further, the Company has deployed an
advanced Online Reputation Management (ORM) and social-listening system, which
continuously monitors customer complainis on digital platforms and improves
escalation and response mechanisms.




11.  The Central Authority, after careful consideration of the submissions (oral and written)

made by

the opposite party as well as the findings recorded in the investigation report

observes that —

11.1.

Section- 2(28) of the Consumer protection Act, 2019 defines “misleading
advertisement” in relation to any product or service to mean an advertisement;
i) falsely describes such product or service; or
ii) gives a false guarantee to, or is likely to mislead the consumers as to the
nature, substance, quantity or quality of such product or service; or
lii) conveys an express or implied representation which, if made by the
manufacturer or seller or service provider thereof, would constitute an unfair
trade practice; or '
iv) deliberately conceals important information;

11.2 Under Section 2 (47) of the Act ‘unfair trade practice’ refers to the practice when

11.3.

12. From
shoul

i

for the objective of promoting the use or supply of any service, any person, adopts
unfair or deceptive practice inter-alia any statement, whether orally or in writing
or by visible representation including by means of electronic record which
representation that the goods or services have sponsorship, approval,
performance, characteristics, accessories, uses or benefits which such goods or
services do not have or representation that the seller or the supplier has a
sponsorship or approval or affiliation which such seller or supplier does not have.

Inter alia, the statute prescribes that making of any representation to the public
which, in form or substance, purports to constitute a promise, warranty, or
guarantee to replace, maintain, or repair an article or any part thereof, or to repeat
or continue a service until the attainment of a specified result, where such
representation is materially misleading in nature or where there exists no
reasonable likelihood that the said warranty, guarantee, or promise shall be
honoured or fulfilled amounts to unfair trade practice thereby manipulating
informed decision making of consumers.

a bare reading of the above provisions of the Act, it is clear that any advertisement
d:

contain truthful & honest representation of facts,

Not indulge in unfair Trade practice as defined in Section 2(47) of the Act. It
should be free from false representation that the goods/services are of particular
standard, approval, performance or benefits [(Section 2(47) (d)] and should not
make false or misleading representation concerning the need for or usefulness
of any goods or services (Section 2(47) (f) and further a promise to replace,
maintain or repair an article or any part thereof if such purported warranty or
guarantee or promise is materially misleading or if there is no reasonable
prospect that such warranty, guarantee or promise will be carried out Section
2(47) (h — [B]) of Consumer Protection Act with respect to unfair trade practice.




ii.
iiii.
iv.

V.

13.1.

iv.

Disclose important information in such a manner that they are clear, prominent
and extremely hard to miss for viewers/consumers so as to not conceal important
information.

The underlying object of consumer protection legislation is to empower
consumers by ensuring access to complete, accurate, and transparent
information, thereby enabling them to make informed choices. In furtherance of
this objective, with the enactment of the Consumer Protection Act, 2019, the
traditional doctrine of caveat emptor has undergone a marked transformation,
giving rise to the principle of caveat venditor.

13.  Upon consideration of the material placed on record, including the terms of the
Warranty and Annual Maintenance Contract (AMC), consumer grievances, investigation
reports, and annexed documents, prima facie it was observed that the Opposite Party made
following claims at the time of selling the AMC:

Unlimited service visits for breakdown, Annual All Filter Replacement,
Replacement of spare parts shall be made free of charge.

One-time replacement of consumables.

Assured service (within 24 hours) timelines.

Lifetime free re-installation and uninstallation, worth ¥ 1400/-, now free.
30-days money-back guarantee with a no-questions-asked return policy.

“Unlimited service visits for breakdown, Annual All Filter Replacement, and

Replacement of spare parts”:
The document provided to the consumer at the time of taking AMC states that:

*All Filter get replaced free of charge, every year for continued
purity assurance”.

“On breakdown, damaged parts shall be replaced with new
spare parts free of charge”. (Annexure-1) '

Further, the terms governing the Warranty and the Annual Maintenance Contract
which is provided to consumers once he has availed the Warranty / AMC in its
para 5 states that:

“Any additional visit during the contract period as and when
required, on the event of any repair visit / malfunctioning of the
product on consumer’s complaint shall be aftended free of
charge....”. (Annexure-2)

Upon consideration of the consumer grievances it is noted that the Opposite
Party had expressly represented that unlimited service visits and replacement of
spare parts including malfunctioning of the product on consumers complaint
would be provided free of cost during the existence of the relevant coverage
period of AMC. Contrary to these express assurances, the material evidence
demonstrates that consumers were, in fact, subjected to the levy of charges for
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spare parts during the operative period of the said coverage. This conduct, is
being in direct contradiction to the representations so made, and constitutes a
clear breach of the terms forming the basis of the contractual relationship
between the parties. The imposition of charges is in derogation of such
assurances which is not only arbitrary and unjustified but also undermines the
objective of fair trade w.r.t. transparency in disclosures that govern consumer
transactions. Accordingly, such conduct on the part of the Opposite Party is
unsustainable.

Example: Consumers (Docket No. 4521558 Ms. Priyanka Bid & 4415101 Mr.
Pramod kumar) had initially availed repair services in respect of a water purifier
under a valid AMC. Further, completion of the first service visit, the technician
had undertaken certain repairs; however, the water purifier ceased to function
properly shortly thereafter, indicating that the defect had not been effectively
rectified. In view of the persisting malfunction, the consumer was constrained to
requisition a second service visit.

During this subsequent visit, the attending technician proceeded to replace the
water filters, which, as per the terms of the subsisting AMC, were covered and
ought to have been provided without any additional charge. In addition thereto,
the technician replaced iron cartridges, being pre-filtration components intended
for the removal of excessive dissolved iron, rust particles, and metallic odour from
the water supply, and levied a charge of ¥1,195/- for the same.

Additionally, para 40 of the terms of warranty provided to the consumers after
engaging in the contract mentions that: ‘

“For any repairs required / conducted beyond the period of the
annual maintenance contract, the same shall be provided on
a chargeable basis. Service charge of . 530/~ shall be
charged per visit by the service technician..” (Annexure-3)

It is noted that certain restrictive conditions governing the levy of charges for
services and/or spare parts during the course of the warranty or AMC were
neither disclosed nor brought to the notice of the consumer at the time of sale,
l.e. at the stage of formation of the contract. Instead, such conditions were
introduced and enforced only at the stage when the consumer approached for
availing services subsequent to the registration and payment of AMC which is in
contradiction b/w disclosures made at the point of sale and disclosures made in
the terms and conditions. The imposition of undisclosed and restrictive
conditions, after having induced the consumer into the transaction on the basis
of assured benefits, constitutes a clear case of misrepresentation and amounts
to an unfair trade practice. Such conduct is not only contradictory to contractual
fairness but also vitiates the very basis of informed consumer consent. Further,
it strikes at the root of consumers right to be informed and therefore, cannot be
permitted.
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13.2.

13.3.

Example: Consumer (5395371 Rojalin Mohanty and 4693702 Mr. Ravi Kiran N)
at the time of purchase of a water purifier on 18.06.2022, was expressly assured
that the product would be accompanied by two complimentary services to be
availed at intervals of six months within a period of one year. However, when the
consumer sought to avail the second complimentary service on 25.05.2023
within the warranty period, a charge of ¥530/- was levied. This instance
unequivocally demonstrates a failure on the part of the Opposite Party to honour
its express assurances and reflects a false representation regarding the nature
and extent of services offered.

One-Time Free Replacement of Consumables,”

The Terms and Conditions of the Annual Maintenance Contract (AMC), as
framed by the Opposite Party which is provided to consumers once he have
availed the Warranty / AMC, expressly and unequivocally entitles the consumer
for one-time free replacement of as stated in its para 1 (b) that:

“Only one set of consumables shall be replaced for all the
products, during one year of the validity of the genuine Annual
Maintenance Plan”. (Annexure-4)

In light of the explicit stipulations embodied in the AMC, the levy of charges
towards replacement of consumables, at the stage when the consumer sought to
avail benefits i.e. one free consumable kit squarely covered under the AMC
including Gold AMC, is contrary and in direct violation of the binding contractual
terms. The Opposite Party, having voluntarily undertaken such obligations,
cannot resile therefrom to the detriment of the consumer. Such conduct
constitutes a clear breach of contractual obligations. Further, in instances
consumers had duly furnished the model details of the product to the authorized
service centers, the Opposite Party failed to ensure timely availability of requisite
spare parts and to effectuate prompt redressal of defects. As a consequence of
such inordinate delays attributable solely to the Opposite Party, the tenure of the
AMC lapsed without the replacement of essential components and/or filters to
which the consumers were contractually entitled.

“Service Within 24 Hours and Complaint Resolution Within 1 Hour”:
The documents on record of opposite party including mention of Gatiman
Program under service improvement intervention head states that:

The Company launched Gatiman Prrogram in 2022, a service-
acceleration program enabling a nationwide 1 hour fulfillment
model for installation and complaint resolution. (Annexure-5)

The above initiatives cited by the Opposite Party in its submission dated

11.12.2025 namely the “Gathiman Programme 2022, a nationwide 1 hour

fulfilment model for installations and resolution of customer complaints” incentive

schemes, Central Escalation Desk, and ORM system are analyzed by CCPA not

on the basis of their stated objectives or formal institutional existence, but on

effectiveness in securing timely and satisfactory redressal of consumer
12




13.4.

grievances. Given that a water purifier constitutes an essential household
appliance, directly impacting daily cooking, potable water safety, and the overall
well-being of consumers, the failure to provide prompt and effective after-sales
service as promised assumes heightened significance.

The company’s message to consumers on their mobile number also assures that:

“Dear customer, your complaint no. is.... Qur technician will
visit within next 24 working hours to attend your request”.
(Annexure-6)

The submissions of the Opposite Party read in conjunction with data obtained
from the NCH, reveals a clear dissonance between the representations made at
the point of sale such as assured service within 24 hours or complaint resolution
within 1 hour and the actual service delivery experienced by consumers wherein
the either the service was not provided and if provided was after a period of
several days or months. This stark divergence between promise and
performance cannot be regarded as trivial or inadvertent. Thus, such
representations, having induced consumer reliance, assume the character of
binding assurances, the breach of which constitutes a serious lapse in the
discharge of contractual obligations. The Opposite Party cannot absolve of its
binding contractual obligations to render timely, efficient, and effective after-sales
support as expressly promised.

“Assurances of Lifetime Free Re-Installation And Uninstallation™:
The advertisement issued at the time of purchase of the RO system categorically
proclaimed

“Free Lifetime Re-instalfation and Uninstallation. Worth
1400/-, now free” (Annexure-7)

The expression “lifetime,” when employed in commercial representations of this
nature, conveys fo a reasonable and prudent consumer that the benefit shall
endure for the entire operational life of the product. However, subsequent
limitation was disclosed when the consumer claims to avail such service, the
limitation was that the offer was in fact confined to a period of five years from the
date of purchase and limited to two instances of free reinstallation constitutes a
material curtailment of the original representation. The imposition of such
material limitations, absent prior and clear disclosure, materially alters the
substance of the representation and renders the original advertisement
misleading.

13.5. The Opposite Party had prominently assured prospective purchasers through their

misleading advertisement of:

‘30 days money-back guarantee” coupled with a “no-
questions-asked” return policy, (Annexure-8)
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13.6.

The impugned advertisement / claim appears, on its face, designed ostensibly to
instill consumer confidence and to stimulate the sale of the Opposite Party's water
purifiers. By its plain and natural meaning, such advertisement / ¢laim constitutes

~ a clear assurance that any consumer, upon invoking the stipulated return policy

within the prescribed period, would be entitled to obtain a refund without any
impediment. However, it is evident from the grievance registered on the NCH that
when the consumer. sought to avail of the aforesaid assurance, the claim was
summarily repudiated on the ground that the product was allegedly no longer
eligible for return. This stance is prima facie inconsistent with the advertisement /
claim held out to the consumers. -

Example: A consumer purchased the water purifier on 23.03.2024 and initiated a
return request on 13.04.2024, which falls within the advertised return period.
Notwithstanding the same, when the consumer attempted fo submit the retum
request through the Opposite Party’s website, an error message was displayed
stating that the product was no longer eligible for return. This denial or disclosure
of limiting conditions at the time of purchase, further substantiates the allegation
that the representation was deceptive in effect and operation.

In view of the foregoing, such conduct, therefore, bears the indicia of a misleading
advertisement, inasmuch as it induces consumers to make a purchase on the faith
of a representation that is not honoured in practice and contravenes the principles
of fair trade practice.

Inter-alia, during the hearing, the authorized representative of the Company was
unable to place on record any defined parameters or objective criteria governing
the determination of refund eligibility in matters where consumers were not
satisfied with the AMC service of the opposite party. Further, the representative
was also unable to furnish documentary evidence or consolidated data indicating
the quantum or particulars of refunds already issued by the Company. They
merely indicated the actions taken against authorized service partner subsequent
to the Notice of CCPA and admitted the lapses in consumer grievance resolution
process.

Considering the above, the absence of fair and transparent disclosures is concealment

of important information regarding the impugned services offered for sale. It further emerges
that such terms and drawbacks were disclosed to consumers only at the stage when claims
were raised during the subsistence of the AMC, thereby indicating a lack of transparency and
prior disclosure at the time of purchase. This lack of transparency not only causes confusion
among consumers of ordinary prudence but also undermines consumer confidence, informed
choice and potentially poses serious risks to health safety and monetary losses for the
consumers.

It is imperative to mention that statutory provisions mandates diligence to be carried

out for offering sale of goods and services and contravening the same, amounts to violation
of consumer rights, misleading advertisement and unfair trade practice. In the present matter
CCPA observed the following:
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15.1.

15.2.

15.3.

15.4.

15.5.

15.6.

The advertisement / claims such as “Lifetime free re-installation and uninstallation,
worth ¥ 1400/-, now free” and “30-days money-back guarantee with a no-
questions-asked return policy” were found to be misleading as it has given a false
guarantee and deliberately concealed important information to mislead consumers
as to the nature, substance, quantity or quality of such product or service. Thus,
obscures its commercial intent and renders the advertisement misleading.

The contentions of the Opposite Party w.r.t. claims such as “Unlimited service visits
for breakdown, Annual All Filter Replacement, Replacement of spare parts shall
be made free of charge”, "One-time replacement of consumables”. “Assured
service (within 24 hours) timelines” is untenable. As the Opposite Party failed to
make full, fair, and truthful disclosures by way of omission or breach of contractual
obligations for the guarantee of service given at the time of sale of product and
thus, constituted unfair trade practices.

The NCH data and the consumer grievances revealed concealment and
discrepancies of material information relating to essential contractual provisions
and restrictive clauses in AMC at the point of sale and the absence of such fair,
and clear disclosure does not satisfy the explicit informed consent in consumer
transactions. This further indicates lack of robust mechanism for redressal of
consumer grievances, even when the same was brought to the notice of the
Opposite Party.

It is noted that explicit informed consent refers to a specific, informed and
unambiguous indication of an individual's choice / option, given through a
statement or by a clear affirmative action, which indicates agreement to a specific
product or services provided by the company. The process flow for obtaining
consent through any user interface shall be designed in such a way that consent
cannot be taken from the consumer without going through the applicable terms and
conditions, if any.

The authorized service providers of the company acts as the opposite party’s
extended operational arm and has injured the rights of consumers to fair and
transparent disclosure to ascertain whether replacement, repair, or maintenance
services in respect of the products were covered under the Annual Maintenance
Plan (AMC) or not. Such failure defeats the statutory mandate of transparency,
informed consent, and consumer autonomy and consumer rights as envisaged
under the consumer protection law.

It is appropriate to reiterate that the opposite party has failed to adhere to the
obligations of disclosure at the time when the goods and services were offered for
sale to consumers, whether directly by the company or through its authorized
service providers. Hence, this violates Section 2 [9 (ii & vi)] of the Act which
includes right to be informed about the product or services as the case may be so
to protect the consumers against unfair trade practices and the rights to consumer

awareness.
15




16. For the foregoing reasons, CCPA is of the view that the conduct of the opposite
party in handling their claims and grievances reflects inconsistency in the remedial measures
adopted, coupled with a lack of adequate evidence demonstrating effective communication
with consumers. Consequently, the CCPA finds no merit in the Opposite Party's contentions
and concurs with the findings and concerns recorded in the Director General (Investigation)'s
Report, as well as its own observations. Accordingly, the CCPA holds that the Opposite Party
has confravened the provisions relating to consumer rights, engaged in misleading
advertisements, and adopted unfair trade practices. In view of the nature and extent of the
violations established, the CCPA is of the opinion that it is also necessary to levy a penalty.

17. The CCPA is empowered under Section- 21 of the Consumer Protection Act, 2019 to
issue directions to the advertiser of false or misleading advertisement to discontinue or
modify the advertisement and if necessary, it may, by order, impose a penalty which may
extend to 210 lakh and for every subsequent contravention may extend to T 50 lakh.

18.  Further, Section 21 (7) of the above Act prescribes that following may be regarded
while determining the penalty against false or misleading advertisement:-

a. the population and the area impacted or affected by such offence;

b. the frequency and duration of such offence;

c. the vulnerability of the class of persons likely to be adversely affected by such
offence, |

d. the gross revenue from the sales effected by virtue of such offence.
19.  In view of the above, the CCPA hereby issues the following directions:

i.  To initiate providing Do it Yourself (DIY) Videos/Schematics for minor repairs or
replacement of parts such as candlesffilters and provide wide availability of
genuine spare parts in the markets.

ii.  To ensure a truthful disclosure of all relevant information at the point where goods
are offered for sale by the opposite party and sensitize their Authorized Service
Providers for fair disclosure of terms and conditions of AMC.

iii. The opposite party shall periodically carry out self-audit pertaining to the
satisfaction of consumer redressal w.r.t. grievances registered on NCH and ensure
that such deceptive trade practice under the garb of AMC are not practised in
interest of consumers.

iv.  The opposite shall pay a penalty of ¥ 5,00,000/- for indulging in misleading
advertisement and unfair trade practice.
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v.  The opposite party shall submit a compliance report to CCPA on the above
directions within 15 days from the date of this Order.

20. The above order and directions are passed in exercise of the powers conferred upon

CCPA under section 10, 18, 20, 21 of the Consumer Protection Act 2019.

Nidhi Khare)
Chief Commissioner

N

(Anupam Mishra)
Commissioner
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Annexure — 1

AMC Details AMC Invoice 4,

Gold Benefits ¥3,299

Unlimited service visits for breakdown

@ Use Eureka Forbes App/Website to
book service request for emergency

Annual all filter replacement

@' All filters get replaced free of charge,
every year for continued purity
assurance .

Replacement of spare parts

{i/; On breakdown, damaged parts shall be
replaced with new spare parts free of
charge

BOOK A SERVICE
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Annexure -2

Docket No. 4521558 & 4415101

7824, 24T FM

INGRAM | Grievance Detals

Complaint Detalls  Our purifier was not working for some time. We took an Annual Maintenance Contract

TR2E, 233 P

(AMC) from Eureka Forbes for 10,025 and called a technician for repair. They repaired
but after they left the purifier stopped working again. When we called a technician for
the second time, the techaiclan replaced the water filters, which were covered under
AMC and also changed the iron cantridge and charged extra 21195, After the technician
left, | neticed that my old iron cantridge did not need to bs replaced and the techniclan
gave us false Informaticn and forced us to replace something that was not nesded.
After the technician left, the purifier stopped working again, | want a complete refund
of the tetal amount of 212,220 and | am ready to retum whatever néw parts were fitted
to my water purfer,

IFTTeDad7 1013171423800 TeIcaSE2 g (1080X2300)

1:59 & B F:WR atl ! EFD

O @& razorpay.com/p ~+- & :

EUREKA FORBES LTD - BP SALE...

Payment Request from
EUREKA FORBESLTD - BP
SALES & SERVICE
COLLECTION

PAYMENT FOR

REPLACEABLE CARTRIDGE 1 -IRON

REMOVER

INR 119509910}

INRO.OO0 DUE
INR 1125.00 PAID

Show FPayment History

dRazorpay
LiFI» VISA @ RuPayp TUES52S
Want tocreate pavment links for vousr business?

Visit razorpay.com/payment-links and got started

Rz ONTuT e iNe. LoV KU e onTmerd e/ 2 8 1 33327 7T e0alT 14813 1M 2 eaSandTalccE S
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Docket No. 4680573

ComlaOeals st ST ol oot e ML e ol on MG e WL

5 s el et et e compeetcotc ey o ot S s vl f 1
e s o sl S

< Device Details R

Aquaguard Geneus Water Purifier
. Cust. ID. 1013362157

Information Warranty/AMC

Contract Description

Comprehensive Contract

Validity
27 Oct 2022 to 26 Oct 2023

N CCEIL 3
KGR THIK SERVICES
Authorised Franchaise : Eureka Forbes
H.No. :10-2-643/1, Vidyanagar, Karim o
No. 1 56 Dato '-“-’:3,],"‘ [ 2= >
M/s. M Raveenn Nichola S° .
Shhes PARTICULARS Qty. Rate ¢ - AMOUNL.IE,
" 1 é—zrn:,s- s it © =, 6710 — L
3 2 P
| s (
i = \
s \
s /
| = / }
E \ \
i 10 \
l 41 \
i 1z l
|
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Annexure-3
Docket No. 5395371

Product VeuefiiR) 1010000 Hatureof Complants: Charging for e ok epaied under vty

ComplaintDetals Folowing g snc st month i thecomaany freplacmntofa Falyspare pr, hetchecinchged R 850 e is it whichwas two oot ack The s s beeninimatto the company.Againafe
gt acouple ofday the wate e stopped weking, When weconteced the company e tokd s pay Re 4500 orreplacementofth alypat whih st coverednderwmanty.Respading 2 vt malls, they v repastng
{nesame answerthat the poblem it bresoled vitin 24 hous, b netherhas ay techicaniedusnorthe company Bascalled s Foraselution, Ve e acng healhises because ofmpur e weaedining Reguestyour
Inervention the matter. Complant D it thecompany s UG- 06300

At F

Eureka Forbes Customer Care <Customercare@eurekaforbes.com> Sat, Jan 6,2024 at 3:36 PM
To: mohanty.rosalin@gmail.com

-#-Please-type-your-reply-ahove-this-line-#-

Ticketld: #UMMQ-205913

Eureka Forbes Customer Care

2024 Jan 06, 10:05UTC
Dear Ms. Chitralekha,

Greetings and thank you for contacting Eureka Forbes customer support. We regret the inconvenience caused to you.

As per our telephonic conversation on 9556712111, you have mentioned your concern.

Your service request number is CM-060124-23518002.

Please note, INR. 530/- is applicable as service charge. In case of any replacement of spare part required, charges will be
applicable accordingly. We request you to kindly show the invoice to the technician at the time of technician visit to avoid
the Service charges.

We are assigning your complaint to our service technician for speedy resolution.

Within 24 hours, a service technician will be sent to resolve your request. Your concerns have been escalated to the senior
team members for prompt action.

Regarding your replacement related concern, we would like to request you to kindly revert us with your purchased point or
the product invoice, so that we can proceed further and assist you in the best possible way.

As our valued customers, your satisfaction is our top priority and we certainly do not intend to cause inconvenience to
you. :

Please be assured that we will definitely assist you in the best way possible.

Please download our customer APP from the link below to get real time status updates of your open complaints.

www.eurekaforbes.com
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Docket No. 4693702

Complaist Delals Grivance- thevater e came wih e envics, Te comgany charged . 5300 or e secand seniceon 257y 2008, dus ooty ecod aintznance e end At theimoftha second envice myages parnts wereathom,
andheyhad o undeip therauma ofhvingt el ot e e techicanto make paymentonth spot. tial complin e with Eurk osbescallcntra o 25May 2003 nesoluton proided t e Complitescaltedty
(i central ek bymal an 6Jun 2003 noesolutin e e, e somebidy clming o ba el caionalreresnlatve made an abusive el to me fom a pate e euneber,deas o uhichwereescaliedto
(i CEO o L7 hny2003 Complan utheecalated b thir CE0)S vl on L7/ un/2003-noesctionprvide 1 te e than s assurancs Scamcopy of e e mal v Document 1, e gl i (Document )
andSHSimagesof fereceptofs. 530 and theignl complant ekt number (Dacument 3 e encosed et foryourkin e,

sneha |_esT iNvoicE | EUREKA FORBES e

Your friend for lifo HERGS

Hopo. For Life g Cell : +91 98805 06240
(Channel Partner for Eureha Forbes Lid )
No_ 69, Unarahas Kengarn Main Road, Opposte Water Tank Emam
NAsheuardhan Circle. Benoaiun., Kamatans - S60 08 1. inda SRS
Fh 0B0-2673 1182 Ls;\ (3\1,4:1'7
Customor Name & Addross
r B izt~
N N T SN A Ver e~y _________ P
e el = Party"s GSTIN
i Description of Goods Haw Q. Rate Ameunt | o, Lo%s |4 able Valuas
S oy @ 13 csc|\sa=< — fea==scq
Product
Moder & _fm ¢ o _ ese.
Unit s Ne. W o T
Total Amt. Before Tax [ o .0} =7
Add : COST Q- (-1 q L >
Total Amount in Words 2 ~T¢ «s, f oo b, th_‘_h:{ <.z Add : SGST = (-] 1 £ <2
Ao
Total Amt. GST =
et Aved s e d b 5 oy - le- KIl-a =«
Total Amt. After Tex [ &*C\CSJI
rMode Payment : Cash Card Onlne ChoeQue NO. .. eaeceanenaaeaes Bonk NMeme: ool
PAN: CZMPS3212F | GSTIN : 290CZMPS3212F1Z6
Bank Detaiis: AXIS BANK. Branch : Kathriguppe BrNGR KT
AXIS BANK : A/c. No._ : 921020041014765 IFSC Code : UTIB0003190 For Sneha Syneray
SR Name: = & .. 4oaq R
s Signature

D e N ] g i -y o g e s M st

Ravi Kiran N
Hi,
1 am making a complaint against an unfair and unprofessional practice from Eureka Forbes.

Here are the data points to nate:

1. 1 bought a new Aquaguard water filter (Model: Classic UV ) on 18/Jun/2022 (Unit SI No. 6002071) from Sneha Synergy
(your Channel Partner} in Bangalore.

2.1 was told that the new water filter comes with two complimentary services at a gap of 6 months each (total of 1 year)

3. The first service was done sometime in Oct/Nov/Dec quarter of last year, and it was complimentary

4. When we called for the next complimentary service on 25/May/2023, the service engineer refused to honour the
complimentary service and demanded Rs. 530 that had to be paid by us. He said there is no systemic record of us having
bought the water filter, and hence it is a paid service.

5. My aged parents were at home and had to pay Rs. 530 without any other go. We received the message that Rs. 530 had
been received against the Customer code 6002400289 from Eureka Forbes

&. We raised a complaint against this with you on the same day (Compliant No. CM-250523-9861939), but in the last 21
days there has been no action taken nor any response sent to us

I am escalating this matter to you to demand:

1. An apology for treating a customer so badly and demanding visting charges where none had to be charged
s

2. An apology for system inconsistency at your end, resulting in such a bad experience for us
3. A refund of the amount paid with interest

I sincerely hope you will redress my complaint immediately and meet the aforesaid demands. In case of no satisfactory
action from your side within the next 10 days, [ will take this complaint to the Consumer redressal forum.

Regards
Ravi Kiran

+91 99451 68920

Mail sent by support
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From: deepa.customercare <deepa.customercare@ecurekaforbes. co.in>

Sent: Friday, June 16, 2023 9:54 PM

To: n.ravikiran @outlogk.com

Subject: Aquaguard complimentary service not provided **Complaint escalation™*

Ticketld: #AOZB-545780

deepa.customercare

Dear Ravi,

Greetings and thank you for contacting Eureka Forbes customer support. We regret the incanvenience caused to you.
I can see that your product is out of warranty, and it was valid till 01.01.2018 t0 31.12.2018.

Also, below are the warranty features:

1. 2 Mandatory services.

2. Unlimited breakdown service.

3. Consumable parts would be chargeable.

However, we are forwarding this issue to our respective team, and they will do the needful.

Yaur new complaint number is CM-160623-10704009.

Within 24 hours, a service technician will be sent to resolve your request. Your concerns have been escalated to the
senior team members for prompt action.

Please note, as your product is out of warranty, INR. S30/- is applicable as service charge. In case of any replacement of
spare part required, charges will be applicable accardingly.

Please download our customer APP from the link below to get real time status updates of your open complaints.
{Applicable for water purifier devices).

www. eurekaforbes.com

For further assistance please contact us using your registered phone number or email address for a hassle-
free service.

1 June 2023

Payment of Rs. 530.00 has been received
against your Sales order9o081747218.

Ref No:SC0O0100435408Thank you.
EurekaForbes 2:02 am

Dear Customer, we have received Rs.
530.00 against the customer code
6002400289, will share the Eureka Forbes
receipt no. shortly. For more details call
1860 266 11 77. &5:55 arn
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Annexure - 4
Docket No. 5936288

Original for Redipient
TAX INVOICE
EUREKA EUREEA FOREES LLITED
C:r FORBES NO. 365, JRD CROSS NEAR LUTHOOT FINANCE
ANNASANDRAPALY A BENGALURU. 560017
www.ewakaforber com
GSTRE: WAAACESTOTFIZG  PAN: AAACES/O/E  CIN: U27100MEHI031FLC353800 Llode of Tranzport:

GST Principal Flace of Bozines= No 8§73 Jrisidhi Ascade 2od Floor] JchCroz: Lakiazacdea Bueazion wition | Veh Not
Gardea BANGALORE 560027

Name of Statet Earooraka State Code 20 Flace of Supply: 20 « Karnataka
Tax iz Payable on Reverze Charge (YezNo) : No Ack No:
Imvoice No : IN22EAQQOS7150 Ref No : 821714074 Imvoice Date! 27.07.2021 AckDate:
IRN No:
Details of Recaiver(Billed to) : 1000011327 Detuilz of Consignee(Shipped to) ! 1000611527
Name TARUN GOEL Name: TARUN GOEL
Name of State: Karnataka Name of State: Karnataka
State Code: 20 State Code: 20
GSTIN/Uniqoe Ix GSTDNUnique ID!
PO Number and Date : 608514 PO Nomber and Date: 608514
S:| Dezcription Of Service SACecode | Qty | Unit| Rate Total(Baze | Dizcount/ Taxable CGST CGST SGST SGST
DNl Price) Abatement Amoont Rate Amoumt | Rate | Amount
hlnice & ropaic zacvice: of POS7L5| 1| NOS| 5330.00 53.00 o 533000 0% 4030 0% 48050
1 l elactrical houzebold
appliances
INFUTCCIG
INFDITY-30 L{TH COLP
AMC
For AMC Poriod From
23.08.2021 To 22.08.2024
Total Agouat 3330.00 0.00 5330.00 480.50 48050
Imoice Total{Tn Wordsz): SIX. THOUSAND THREE HUNDRED AND ZERO PAISE Oaly. Invadce Total 630000
Execution Partnert 000000228L.RAVINDR A KUMAR MISHRA

TERMSE AND CONDITION OF SALE

1. Ia caze of AMC refer contract receipt for AMC cerms.

2. Paymeat by "Accouat Payee” Cheques / Drafiz only in the aame of Bureka Rorbes Limited.

3. Paymeat received beyond due date will arerace interest @ 18% PA for the pesiod of delay.

4. Concessional rate of Tax charged or exemption from charging tax will apply only if the appropriate
declaration / form(s) iz fare received along with P.O | otherwize the buyer iz liable o pay full tax.

5. Subject to Mumbai jurizdiction

We certify that the particulars given above are true and the amouat indicated reprezents the price
actually charged for the zervice and there is no flow of additional conzideration directly or indicecty
from the buver for thiz rassaction.

Validity unknoga}
Digiaty Sined By: ;; )‘ §
DS EUREKA FORZED TEP 01

Lion 30-Aug-2023 14:16 [T}
Eaita Ganchi

Authorized Signatory
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SORIGINALEOR RECTPTENT

Tax Invoice
EUREKA FORBES LIANOTED
(Focmerty Forbe: Baviso Solntica: Lid )

ﬂ EUREKA

FORBES........

FaiLayow, Old Lisdnaz Road,.  Becaxpraxhalli Baspaiors Earooraka

Iadx 300010
VNS EURER AFORBES COL{ , Tel: 080-28532011
GSTIN: WAABCFIT59RIZT PAN: AAECFI75R CIN: LY73108TH200SPLC183478

GST Principal Flace of Bozine= : C-4 Office No 143, Bommasandra Inductrial Area, Aakel
Taluk Beagalurs (Bangalore) Rural, Off. HOSUR ROAD, HEBBAGODI VILLAGE,
BANGALORE 560000

Name of State: Karnataka

Tax iz Payable on Reverze Charge (YexNo): No

State Code: 20

Imvuoice No. - 123200201503 RefNo.: 0804702703  IowoicoDus: 26.03.2023
IRN:
Salez order no & §7628037 Salez order Date @ 26.03.2023 Dehr No.: 43053221

Veh No:

Place of Supphvt 20
Ersataica

Detailz of Recaver(Billed to) PANNo. :
Costomaer Code 1 1000611527
Name: TARUN GOEL

Details of Conzignee(Skipped to)
Customer Code - 1000611527
Name : TARUN GOEL

State Code = State : 20 - Exccatala State Code - State 120 - Karantalca
GETINUnique ID GSTINUmiqoe ID :
PO Number and Date  |: SO-260323-318400 , 20.03.2023 FO Nuomber and Date @ S50.260323.118160 , 24.03.2023
SN|  Desaription Of Goods / HEN/SAC| Qty UniJ Rate Total Dize/ Taxable Valve| OGST | CGST |SGST| SGST
o Sexvice code Rz (Base Price) Abat Rz Rate | Amoont | Rate | Amowmt
Re Re Re |
GUTLINVUEDNC)SD
1 |ACINOVAUVEDT E4210000 | 1.000 proc) B47. 43 B47.40 0.00 84746 0% 7.7 % 76.27
Batch: (2
Total Acwovat 54744 000 E47.40 74.27 76.27
Imvoice Total (In Words): RUPEES ONE THOUSAND ONLY. Iovaice Total 1000.00
Cates by TCS 0.000 % 0.00
Total Amoont 1.000.00
TERMS AND CONDITION OF SALE
1. In caze of AMC refer contrace seceipe for AMC terms,
2. Paymeat by "Accouar Payee” Cheques / Drafis only in the name of Burela Rorbes Limited.
3. Paymeat reocived beyond due dare will arrace iaterezt @ 18% P.A for the pesiod of delay.
4. Concessional rate of Tax chasged or exemiption from charging tax will apply oaly if the appropriate
declaration / formy(3) iz /are reccived along with P.O , otherwize the buyer iz liable o pay full tax.
5. Subject to Mumbai jurizdiction
We cenify thar the particulars given above are true and the amount indicated reprezents the price
acrually charged for the zervice and there it a0 flow of additonal consideration directly or indirectly
from the buyer for this ransactioa.
Validity unknoen-
RECITERED CRFICE: BUB2, 701, LARATHCH DNOVA, CFF GANPATRAO EADAL MARG, LOWER PAREL, AL A = —Eﬂ).é
Digpaches Roar  R21334LORE Earnvaks India 360016 Tel : DS EUREKA FOREES LfTeh 3
500 26 Mar- 2003 1410,
srinhas Ayyagan )
Authorized Signatory
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Docket No. 4552648

hipsiconsumemeipine Qovin'supendsorgrevance-ceta’s. php 7gic=4 5525438 Ssic=-S8 3 cig=284 "

Ti828, Z32 PM INGRAM | Grievance Detals

! Complaint Details = Dear Sir/Madam, | am writing to escalate a complaint against Eureka Forbes Limited
regarding the non-delivery of consumables and the subsequent mishandling of the
complaint. | have exhausted all possible channels of communication with the local Goa |
teamn and the corporate email ID: deepa.customercare@eurekaforbes.com, but
unfortunately, no action has been taken to resolve this matter. Before placing the order

! for the consumables, | was assured on availability of stock. This assurance of ready
stock availability and supply was the sole reason for placing the order with the local
team. However, upon requesting the payment link, it was informed to me that the
consumables were, in fact, not available. This discrepancy led to unnecessary delays
and inconvenience. | have diligently followed up with the local Goa team and the
corporate email ID, providing them with all the necessary details and invoices. Despite

- my efforts, there has been a complete failure on their part to address the issue or

 provide any updates. This lack of communication and inaction from Eureka Forbes

| Limited has caused significant frustration and wasted my valuable time. Additionally, |
would like to highlight the initial issue | faced with the non-availability of spare parts.
This further adds to the uncertainty and dissatisfaction surrounding my experience

| with Eureka Forbes Limited. Due to the continuous inconvenience caused by their lack

- of proper service, | request a full refund of the amount paid, totalling Rs 19,990/-, They
are welcome to retrieve the machine whenever it suits their convenience. Moreover, |
insist on being compensated with an additional amount of Rs 20,000/- to account for
the time wasted and the unnecessary tension caused by the mismanagement of my
complaint. It is evident that there has been a complete failure in handling my
complaint, as it vas mistakenly registered for a different product, namely the Euro
Forbes Water filter, instead of the Forbes ROBO VAC N MOP NUO as intended.
Furthermore, | received a call from the Mumbai team { 9082851230) asking me to close
the complaint, despite my explicit communication that the complaint was assigned to
the wrong product. This highlights the internal miscommunication within Eureka
Forbes Limited, which has further exacerbated my dissatisfaction. | would like to bring
to your attention the timeline of my communication with Eureka Forbes Limited for

i your reference: Mail 1 dated 08 May 2023 - Complaint raised along with the invoice.
Mail 2 dated 09 May 2023 ~ Informing your team about the incorrect assignment of the
complaint (response to Ticketld: #A0ZB-496508). Mail 3 dated 12 May 2023 - Follow-up
mail (response to Ticketld: #A0ZB-497550). Mail 4 dated 12 May 2023 - Requested a
response for the return {response to Ticket!d: #40ZB-500542). Mail 5 dated 16 May 2023
- Follow-up mail {response to Ticket!d: 8A40ZB-504608). WhatsApp communrication on
number 9762344976 on 04 May 2023, 05 May 2023, 07 May 2023, 08 May 2023 | kindly
request your intervention and assistance in resolving this matter promptly.  expect
Eureka Forbes Limited to fulfil their obligations by delivering the consumables,

' providing the requested refund, and compensating me appropriately for the
inconvenience caused. Thank you for your attention to this matter. I look forward to a
prompt resolution and your timely response.

| a=emesen Product purchase in name of Kiran Khobrekar Address: 40/3 Saraswati Jairam
Nagar, AP Dabolim, Mear Kidzee School, South Goa 403801 Invoice date 29/04/2023
Product Name: Forbes ROBO VAC N MOP NUO GFCDFRCLNNOOOCO 1114802037002431 -

Regards, Jagadish Sawant.

Attachments File 1 {../user/consmerdcs/2410518/70f25867¢61246415e3fc2d0aac9dcT4.pdf)| File 2
{..fuser{consmerdcs/2410518/f7870c72debTb789fe4105367d5667e.pdf)| File 3
{../user/consmerdcs/2410518/6ab1a2f98Taa51617976ae47bb692a23 jpg)|

n Coatisn _ | ATV
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Annexure - 5
Docket No. 4405818

THIDE XEEEM INGRAM © Grisvancs Dsials

Complaint i, | am customer of Eurekforbes since last & years with customer 1D 1012461587, | had

Detalls requested service request for water purifier in Feb 2023 but no one responded or attended
toit. Asthere was no response, | had purchased AMC in the month of March 2023 by paying
5400 Rs. but still no one attendad service request. | am writing emalls to customer care
almast everyday but they are sending reply with standard response that request will be
attended in 24 hours and they sometime calls to repeat what Is written I their email till
tate no one called or attendad the service request, with this, | would lika to get it resolved
with the help of consumer forum. Please do the neadful,

Attachments  File 1. /user/consmerdes/3306434/5e403¢2912442a2100b62e694bb 21099 jog)| File 2
(./user/consmerdcs 3396434 2a2c3584bdcb32 ThocB3d30ae T5ef 149, pg)| File 3
(../user/consmerdcs 3396434 /d61a998794 14 580385d658: dfRfE409. ) pgl|

Status

B nnmra e Tha i ol B0l

TS, A Sl BT ITRIoBCHIZTAOCA NSO TEAr 14D oo (T OBOESA000

EEA W -

-<— LA -ELUIRER2

Saturday, T Fab - 19:34

Dear Customer, your complaint
no. is CM-110223-6279535. Our
technician will visit within next 24
working hrs to attended to your
requast. -EurekafForbes

Tusscdmy, 7 bMar - 15:20

Dear Customer, 12 months ARMC
of your Aquaguard 28458295
has been initiated. To complete
the transaction, please pay
Rs.S5400.00/- by clicking on the

link shared in another message
~-EurekaForbes

Dear Customer, Youwur payrment
receipl number is 0000000000
for the payment of Rs. S400.00
Towards the APMC Order
SO-070323-2089325. Eureka
Forbes

Tuesday, 7 Mdar « 20-30
Dear Custormeer, Please visit http:
Aeinvoice. eurekaforbes. com/si
F23T70208609 1o download the
= Hpests g sy

Can't reply to this short code Learn more

A TC BN L e r e RN e, go v e C o rer s 23S L34 taa T c IS B SOOI CCA I TICCEIAECIe T SaT 1 25 inw
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Annexure — 6
Docket No. 4668660

Nl Gmall Apurva Patel < - @gmail.com>

Re: Pathetic Service despite having AMC of Water Purifier.

deepa.customercare <deepa.customercare@eurekaforbes.co.in> Fri, May 12, 2023 at 5:03 PM
To: adpatel18@gmail.com

Ticketld: #A0ZB-501102

Apurva Patel
2023 May 12, 11.0¢

Dear Ms Deepa
| only got a call on my number 9881648572 saying we'd visit within 24

hours,

6 days have passed but no one has visited yet.

Thank you for giving me mare evidence of your pathetic service,

deepa.customercare
2023 May 08, 10:37 UTC

Dear Dinesh,
Greetings and thank you for contacting Eureka Forbes customer support. We regret the inconvenience caused to you.

As per our telephonic conversation on 9881648572, we would like to inform you that your complaint has been escalated
to our service partner for quick resclution,

Your new complaint number is CM-060523-9215297.

IWithin 24 hours, a service technician will be sent (o resolve your request.rfour concerns have been escalated to the
IUEL.

Please download our customer APP from the link below to get real time status updates of your open complaints.
(Applicable for water purifier devices).

www.eurekaforbes.com
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Docket No. 4916531

Complaint Deall e purchased Aquaguard JAZ ROUNTOS6.2L o Refiance igtal on 15th December 2072 with one yearwanantyon the product O August 1t 2023 e s a sevice complait o e senicecnteafrefancedigtalasthe
Aquaguardstaed ging waer wih bt and amel, Engneevisted and foundthatier e tobechanged o resolveth sueand accordingly erised the spare pas e reqet to s compeny wihorl assumncehatas
produetisnthe warany eace il bechanged without any charges e lefhthe roblem vesolved andlck s ot maimam T2hvs s onc e il recevethespare parts iters it aganandchangete same Aerthatwe
Reepiing e ollwing over phone o cstomercare and ReQeam But they werno responcing ropeyandavaysmde us it Finaly aerone month gotcal o ResQtha thy il change the same with cargesof s 3500
othervise eyl ose the envicrequet. Now My Grievancsisas mentioned helo. . Productisinthe wimatyandas promie by ettt wihin waranypeiod hey vl chnge ier o otherspareprsifany sue el
poorwater ualityornon-functioing ofthe achine ot any chtges, but v they e asking chageswhic s noaceptale 2 Homally o closea seviereguestmariam Fimetakens T2 utnycase samehas ot e
rsoied e mre than anemonth This may expase urfaiymemberForseious helsues o v e pying money o urchases calldgood qualty prductwhichis nn-uncioning because o woe afer sl sevceof
ResQsaceastone month, My hurblrequest 0 orumiso pleaselaokinothe mate and o the neul, 8o the product andscreenshtof tmeline an ation ke by R o ResQapphs b enchsed foryour necessary

atll Y Ll ¥ = G

Track Request f 0

AQUAGUARD JAZZ RO UV TDS 6.2L

Service ID
C000414393

| Warranty Status
Under Brand Warranty

Date of Purchase

15 Dec 2022
Serial Number Service Type
217353143 Repair
Service Request Date Service Charges (T)
3350.00

11 Aug 2023 08:35 PM
Engineer allocation in process.

( Reschedule Appointment ];f Cancel Appointment

13 Aug 2023 06:46 PM
Your request is pending{We will get in touch
with you within 24 hrs)

15 Aug 2023 04:07 PM 12:03AM & B 5 M -

Your request is pending - spare part awaited
Track Request

Reschedule Appointment || Cancel Appointment |

0% Sep 2023 03:21 PM
17 Aug 2023 09:45 PM Cancellation request has been initiated
Your request is pending(We will get in touch
with you within 24 hrs)

09 Sep 2023 03:27 PM
Your request has been allocated to the
engineer

19 Aug 2023 10:47 AM

Your request is pending - spare part awaited Q@ swosoeem

o—O0—O0 090

Cancellation request has been initiated

115ep 2023 11:18 PM
Engineer allocation in process.

( Reschedule Appointment ] Cancel Appointment

° 09 Sep 2023 12:36 PM
Engineer allocation in process.

[RescheduleAppoinhnent J Cancel Appointment

115cp 2023 11:18 PM
Cancellation request has been initiated
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Annexure -7
Docket No. 5443506

Get exclusive
revvards and
privileges upto Rs
1T14400™

About Aquaguard Select

Tho Aquaguard Seoloct Club opene upP & world of oexclucive bonofite and privilogoes to
CrREF IR eRerTaEesE wwh ey prsr echasester cmar frremrramseer cxxalloaczlicons of Acpurnagiienced Salexst vl
purificro. We irevito you to oxporionoo o workl of privilcogoes with Aguaguard Scoloect.
et osxclumives Banafitas snd pravilogeaess upto Res 11,400 o purchase Oof AsussgQuisered

Scicct.

Agquaguard Selact Water Puriners

d["x"f O U R

Here's a list of benefits thatyvou can awvaill

GET REVWARDED WITH DIAMOMND GIFT =i o
VOUCHER ) U =& a0 )

a purchase af So uaguarcl S bt wua e ol rifiEr wwin Dis revondd
Qaift vouchsr weorth Fs B0 frorm Surat disrmo nd jeowne il

s &P TS SRO B Re

285% 0 OFF O EXTTENDE D WWARROSNT 8 = < ¥

rm purchase of Aquagueard Select Water Purifier get 25%
dAiscounton extendosd wwarrmnty . o

LIFETINME RE-INNSTAL L AT I S FREE
LIP-IMISTEAL L AT IO, WWORT F 100, . : !
IOV FREE

I o

GET UP TO T2000 OFF O SELECT R
PROMOUICTS! ) e ) o . =2 L@ L

Euy Sqguaguaarsd Soiect and ogest discount upts Rs 2000 on
Eurske Forbes Selscot PFroducts

T O o
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Tax Inveoice
EUREIKA EUREKA FORBES LINITED
2 FORBES. P sy
“Eredn Plot oo, 35, Vidya Fagar, Bohind Gacpan bocpisal, AlacSeaal Ohooic Jalpaoo K %
riabarachaca Todia 425002 o
TR EURESCAPORBES CORL . Tal: O257-2231010/23308S3 o s - 2
GSTRN: Z7TAARCEI;SPRIZN FAN: AABCFI7SOR CDY L7310 TH200SFL.C1SSI78 Afode of Tranzport:
GST Frindpal Flace of Busine= : 3RD Floor Naseoh Ceartre. Pozmtal Coleny AMUMBAT 200071 Vi No:
Name of Statez Riaharazhira State Codes 27
Flace of Sopphy: 27 = Liatzractaa
30.00.20223 AdeNO =
AcicDate:
10.00.2022
Detzils of Recaiver{Billad to) FANNo. Detxilz of Consignes{Shipped o)
Costemer Code = GO02055011 Costomer Code 1 SO02055031
Name © BHUSHEAN DALNVI Name : BHUSEAN DALYVI
CSTDNTrmque ID : GSTENUniqoe ID z
FO Nomber and Date : SO27I0S21 ., 10.00.2022 FO Nomber and Date  : SO2Z730421 , 10.06.2022
SN Dezcription Qf Goods § BSN/SAC| Qty [Oniy Rate Total Dize /7 Taxable Valve| CGST CGST =GsST SGST
o Sexvice code Rz (Baze Price) Abar R= Rate Amount Rate Amount
R=. Rs. Rs.
GUPDANRULI10000
1 | AQUACTARD CELDCT EDCI 42123100 31.000 bros| 211T7.00 21177.00 0.00 2117703 o % 1003502 P % 100302
ROATUVER ITDGHST
12033000 2005003
Teotal Smonct 217703 0.00 21177.03 1005.02 90302
Ioveice Total (In Word:z): RUFEES TWENTY FOUR THOUSAND NINE HUNDRED NINETY ONLY. Iavoice Total 2400000
Salsz by TCS 0.000 % 0.00
Teotal Asoont 2.1.000.00
Renzais =~
TERLE AND CONDITION OF SALE
1. Coo0s oRee SobG Till Dot be takimm back or exchanged
2 Coods are zold GO, €X. Tureka Forbes Limited office’ godawn baciz
3. Mo claim T3l be entertained by TuTeis Forbes Linsites for any loc= ariting oot of g o = of goods 8z PeT MES Mvace
Doicm ST COCITRE CRbGon of Toch ko= ar g i rep 0 the 1y wittn 7 days of recoipt of goodc Toppartsd by
¥ o the oF moch ns i & il be pr that the §oo0c have been focsved in good arder and
CondSTiaa.
4 Coodz e mnbhject o TRTASSY & s of WarTanty Conditions.
5 Pa by ™. Fayee™ T 4 DITRNS onlY i e DAnoe of Ioreksa e bes Limited.
4. PRI recaned boyond doe date will atract fmteret ¢ 125 PoA for the period of Seisy.
7. Concesonal Fate of TAx Churged or coTopton froo: chargng tx will spply ooty & the appropriste sedaration 7 farms) is fare
received TiRin 7 GaFE froca e Gats of s invaice , otherwize the boyer iz Hable to pay te difference of 1%
s jectto 3 jomizaics
We certify that the particolars ghen abouve aTe Droe 253 e =3 F e price actpally chargsd for the goods and
here i 0o Oow of a3, = 3 i ar inad Erom: the BoTer o WHs raniaction.

=, e les 3

Eicpaached From: Bhrveasds Ficf oo 54, Vidya Magas, Behind Gaopes Bospinl, Skt Chonk rm«msmm.m:ra:ougamm EZ L

Fu 33-.1411-;%‘2 2023520

Signaturs Not Verifs
REESTERED OFFGCHE: BUR L, TOL, AARATHON DR IONA, OFF GO IPATRAD EADALI LIARG, LOWER PAREL, l%—‘? e
ED2

7/3/24, 5:10 PM

Complaint Details

*»avia Garchi
Papmilof 1 Apthorized Signatosy

INGRAM | Grievance Details

My RO re- Installation required at my new address Flatno 3 —

Apartment , [EERERSESE Bhusaval -Pin - 425201.Advertisement during purchase of
RO was "Get Free Lifetime Re-Installation and Uninstallation Worth Rs 1400 onPurchase
of Aquaguard Select/Dr.Aquaguard Water Purifier " where it is mentioned the‘Free
Lifetime Re-Installation and Uninstallation offer Worth Rs 1400 is provided and made
available to you on the purchase of Aquaguard Select water purifiers {collectively,
"Offer") for the period of 5 years only from date of purchase (Valid only for 2
Reinstallations/ Uninstallations) , Free Re-Installation was declared at the time of
purchase of RO, copy attached, hence | requested Re- installation charges should be
waved OFF. | paid Re installation charges Rs 475.1 mailed regarding refund but no
positive response yet.l want refund of Re- Installation charges Rs 475 paid by me as per
advertisement.
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Al Assistant.

Frmeaa 7w ,

20-days money-back guarantee

We cfter vau & Mo Cusitions Aaked” FElrn SOy, 10 Browds you mih & woerry free

e T 3 CTOO0R S T Pl & PuTl Pyt o s sl alor Bas co

S s T (e, A Iy COrrra by ot 3 Sa ceiginal

vy

Return And Replacement Centre

Paake S ea et S SR TP A s s e A G ¥R

Customaer 10 -

Cudoe 1D A bt B —

—

Criglms
SALES INVOICE
EUREKA R S ENTERPRISES EUREKA
FORBES Authorized Franchisee for Eurcka Forbes Ltd (Formerly Forbes Enviro Solutions Ltd) FORBES
IST FLOOR, 1/2215, A3 N MANDOLI ROAD SHAHDARA EAST DELHI
NEV/ DELHI-110032,
Meret Dot
rsenterprisesEAR 7 @gmad com
FETISTII0S
Tax s Payable on Reverse Charge NS E-weary Eill Number 2
H = < E-wary Eill Date &
o oo e :
e - Wehicie Nurnbar £
Trarsporner Nams 4
LR Number x
LR Data =
Mame B
Place of Supply = pdewr Delhi
ails of Receiver (Billed To) Details of C = tShi To)
New Delhi New Delhi
State : New Delhi Seate = New Delhi
State Code 107 State Code 107
GsTN B GSTIN = _
Cusicener Cods - CUSTI79332 Contacx H
s Description of Geods Serial 7 Batch Number| HSN/SAC | Qoy MRP Disc. | Disc val FARP Total CGST SGST I Total
No. - After
Disc. Rate | Value | Rate | Value
E] LAQUAGUARD NOVA UV-URSS |1 233502043002055 [E=12750 1] 183500008 €00 2000.0C| 16500.00] 1393305 o 1253.27] 9| 125347 16500
HGWPDNVUILISOSC000)
[Total 1 2000.00| 13983.05) 1255 47| 1258 47| 16500.00
| nsice Walle (i WWorcsy Sixteen 1Housands Frve Hundred Only Sub Total 1398305
Total Quarsity Defiverad-1 Cash Discoure 0.00
EFL Employee: Dinesh Kumar (0009024278} Taxable Value 13983.05
AWE Ernployse: Amit kumar singh (0000212469-2939) DL OUTPUT CGST & 9% 1.258.47
Inzxallagon Date & Time: MA DL QUTFUT SGST @ 9% 1258 .47
Round Diff +0.0%
irrecice Total 16500.00
Arrpure Subjeded to Reverse Oharge
HSN WISE SUMAMARY
HSN CODE Qry | TAxXABLE TOTALTAX |CGsT cGST SGST s&sT CESS CESS
VALUE RATE| AMOUNT | RATE | AMOUNT | RATE | AMOUNT
1 13983 05y 1655 4 1253 2 5 1258 23 ©.oc 0004
1 13983 05 2516 1258 4 1258 43 ©.00{
Deciared that this irvoice shows the aciual price of the goodts and all the particulars are true and correct RS ENTERPRISES
E.& O.E.
Authorized Sipnatory

R S EMTERPRISES, IST FLOOR.1/2315,MAIM MANDOLI ROAD SHAHDARA EAST DELHIL, New Deihi
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YU T 08P INCRAM | Crievance Detaly

Complaint Details | recently purchazed a water punfer from Eureka Forbes with the assurance of a ‘no
- questicns azked’ retum policy. Prior to making the purchase, | had two

demonztrations conducted by cne of the company’s official executives. During these
demonstrations, the executive recommended the UV+UF vanant, and based on their
suggestion, | proceeded with this option. Addtionally, the executive also mentioned
the Aquaguard Nova model, which further influenced my decision. However, upon
install tion, the technician highlighted 3 significant issue. The TDS (Total Dissclved
Solics) level of water in my area was measured at 382, rendering the UV4UF variant
unsutable for my needs. As the water with 3 T0S of 382 is net sa%e for human
consumption, and UV4UF punfiers are only effective for TDS levels below 200, the
purchazed purifier is now completely ineffective for my requirements. Unfortunately,
in my dissatizfaction, | did not prowide the satistxction code % the technician. |

under the number CM-130424- 27352828 on 13 042024 a2 14:41 hrs, with the
expectation of 3 technician visit within the next 24 working hours. However, nocne
has arrived yet. Furthermore, when attempting to return the product through the
webste within the "no question asked 30-day mancy back guarantee period”, |
encourtered an emor message stating that the item is no longer eligible for return,
This experience has lek me deeply dsappointed and feeling misled by the company’s
promizes. | urge for a resolution to this matier and expect the company to honor its
commitments to customer satisfaction.

Attachments File 1{./uzser/consmendcs/2564280/8400256¢ 351 653d 04623035 TT22 pdf) File 2
{Juserjconsmerdcs/1564280 04 50T TfabThed 35 3fecOfdaac 76504 png)| File 3
{(Juserjconsmerdcs/1564280/c06c53382¢ Te0c8I32Tae 20272643350 prg)|

Status aaD
Company Remark Status | Remark | Date
! gy
| Attended & Aesotved, [ Closed fureks | 2026
| forbes | 0512

1A
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Copyright © 2016-2024 Department of Consumer Affairs (https://consumeraffairs. nic.in/). All rights reserved.
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