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the Consumer Protection Act, 2019 through a stakeholder-centred study of Hisar, Haryana.
Using a structured district dataset covering consumers, advocates, mediators, and office staff,
it analyses awareness of mediation, assessments of speed, cost, neutrality, procedural ease, and
the administrative conditions that shape settlement work. The findings indicate qualified
support for mediation: stakeholders generally regard it as faster and less adversarial than
ordinary consumer litigation, but they also identify major constraints in awareness, referral
practice, staffing, infrastructure, record-keeping, and digital support. The article argues that the
practical success of consumer mediation depends less on statutory recognition alone than on
local institutional design and implementation culture.
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1. INTRODUCTION

Consumer disputes are structurally different from many other categories of civil conflict. They
frequently involve low-value claims, asymmetries of information, repeat-player businesses,
first-time complainants, and a combination of monetary, symbolic, and relational interests.
Where the cost of pursuing a formal claim begins to exceed the value of the dispute itself, the
promise of legal rights becomes thin. The recurring policy appeal of consumer alternative
dispute resolution (ADR) lies precisely here: it offers the prospect of procedures that are
cheaper, faster, less formal, and potentially more accessible than ordinary adjudication
alternative dispute resolution (ADR) lies precisely here: it offers the prospect of procedures
that are cheaper, faster, less formal, and potentially more accessible than ordinary adjudication.

This logic informs the consumer redress architecture that has developed in many jurisdictions.
Comparative scholarship has shown that consumer-to-business dispute resolution has
increasingly moved beyond the courtroom into hybrid forums that combine administrative
oversight, informal settlement, ombuds processes, mediation, conciliation, arbitration, and
digital complaint handling (Gill et al., 2016; Ali, 2013; Biard, 2019). At the same time, socio-
legal scholarship warns that dispute-system design matters. The structure of the forum, who
controls intake, how information is provided, whether the process is transparent, and how
outcomes are tracked all shape whether a mechanism delivers justice or merely performs
efficiency (Talesh, 2012; Gill et al., 2016).

In India, the Consumer Protection Act, 2019 marked a decisive statutory shift. It replaced the
Consumer Protection Act, 1986 and introduced an expanded framework that includes product
liability, new e-commerce protections, stronger regulatory oversight, digital filing through e-
Daakhil, and—crucially for the present article—a dedicated mediation architecture. The
Department of Consumer Affairs states that the Consumer Protection (Mediation) Rules, 2020
were framed under the 2019 Act, while the Government's year-end review for 2024 reports that
each District, State, and National Consumer Commission is to have a mediation cell and that
approximately 570 mediation cells were operational nationally at the time of reporting. The
same official review notes that the e-Daakhil portal is now accessible across the country and is
intended to support easier filing of complaints and appeals. These developments show that

consumer mediation is no longer a peripheral idea in India; it has become part of the formal
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state-backed dispute-resolution structure (Department of Consumer Affairs, 2026; Press
Information Bureau, 2024).

Yet the existence of a statutory framework does not settle the socio-legal question that matters
most: how is consumer mediation actually working at the district level? Existing Indian writing
on mediation in consumer law is strongest on doctrinal exposition and normative advocacy. It
explains why mediation was introduced, how it fits within the structure of the 2019 Act, and
why it might reduce pendency and improve access to justice (Sikri, 2017; Kapoor, 2019; Taak
and Gandhi, 2022). But district-level empirical or stakeholder-grounded work remains thin.
This leaves a significant gap between the formal architecture of consumer mediation and the

everyday institutional reality of mediation cells attached to consumer commissions.

This article addresses that gap through a Hisar-centred socio-legal analysis. Hisar is a useful
district case because it sits outside the conventional focus on metropolitan legal infrastructures
yet remains institutionally significant within Haryana. The official district website describes
Hisar as a major western Haryana district with an area of 3,983 square kilometres, a population
of 1,743,931, 307 gram panchayats, and six tehsils (District Hisar, Government of Haryana,
2026). A district with this mixed urban-rural profile is an appropriate site for studying whether
mediation as designed in statute is visible, understandable, and workable for consumers, legal

intermediaries, mediators, and commission staff.

The article makes three connected claims. First, the structured Hisar dataset suggests that
stakeholder support for mediation is real but conditional: mediation is seen as faster, cheaper,
and less adversarial than standard litigation, but not yet as a frictionless or self-executing
process. Second, the most important weaknesses lie not in the normative legitimacy of
mediation but in institutional design failures at the district level—especially awareness deficits,
fragmented records, inconsistent referral patterns, staff burdens, and digital insufficiency.
Third, the case of Hisar reinforces a broader socio-legal lesson: mediation succeeds when

embedded in a coherent dispute-system design, not merely when authorised by legislation.

The article proceeds in eight parts. Section 2 develops the conceptual and comparative
framework. Section 3 locates consumer mediation within the legal framework of the Consumer
Protection Act, 2019. Section 4 explains the data and method and clarifies the limits imposed

by the nature of the workbook supplied for drafting. Section 5 briefly situates Hisar as a district
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context. Section 6 presents the findings. Section 7 discusses their implications for consumer

ADR design in India. Section 8 concludes.

2. CONSUMER MEDIATION, ACCESS TO JUSTICE, AND DISPUTE-SYSTEM
DESIGN

2.1 Why consumer disputes are especially suited to ADR

Consumer disputes have long been regarded as especially appropriate for informal or semi-
formal redress. Cappelletti and Garth's access-to-justice framework remains useful because it
highlights the central institutional problem: formal rights mean little where procedural cost,
complexity, and delay deter rights-holders from pursuing them. Consumer claims often involve
modest sums, one-off purchases, defective services, platform complaints, or post-sale
grievances that do not justify a prolonged adjudicatory route. This does not make the harms
trivial; rather, it means that the design of redress mechanisms is itself part of consumer

protection.

Comparative scholarship on consumer dispute resolution supports this view. Ali (2013) shows
that modern systems of consumer financial dispute resolution are shaped by a search for forums
that can deliver fairness, expertise, accessibility, and trust without reproducing the cost
structure of ordinary courts. Gill et al. (2016) argue that consumer redress has developed in an
ad hoc and fragmented way across sectors, and that systematic dispute-system design is
necessary if redress mechanisms are to be coherent and legitimate. The practical implication is
straightforward: the question is not simply whether mediation is good in the abstract, but
whether its institutional design aligns with the social and economic profile of consumer

disputes.

This is where mediation becomes attractive. Mediation is flexible, can reduce procedural
hostility, allows solutions beyond strict legal remedies, and is capable of settling disputes
without converting all disagreement into winner-loser outcomes. Sikri (2017) argued from the
Indian context that mediation offers a route to “real justice” in consumer disputes because it
can produce acceptable outcomes without the burdens of prolonged litigation. Kapoor (2019)
similarly treated mediation as one of the most consequential innovations of the 2019 consumer
law reform because it can address pendency, cost, and modern market complexity. These

advantages are now familiar, but they are not automatic. They depend on design quality.
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2.2 Consumer ADR quality and the institutional turn

A second strand of literature shifts attention from the ideal of mediation to the quality of ADR
institutions. Biard's (2019) study of the Consumer ADR Directive in France and the UK is
especially relevant because it focuses on the relationship between regulatory standards and
actual quality. The study shows that transparency, staff training, institutional credibility, and
complaint-handling routines materially shape the effectiveness of consumer ADR. What
matters is not simply the existence of an ADR channel but the operational conditions under

which parties encounter it.

Talesh's (2012) work on consumer lemon laws pushes the argument further. His central point
is that dispute-resolution structures are not neutral containers. The design of the forum affects
how law is interpreted, how repeat-player advantages operate, and whether consumer
protection objectives are advanced or diluted. Even where the underlying consumer protection
norm is strong, the dispute-resolution structure may reframe the conflict in ways that favour
business efficiency over consumer justice. This insight matters for consumer mediation in
India, especially when mediation cells are annexed to under-resourced district commissions

and depend heavily on local administrative arrangements.

Gill et al. (2016) provide a complementary dispute-system design model. They argue that
consumer redress mechanisms should be evaluated across factors such as accessibility,
independence, expertise, fairness, accountability, enforceability, transparency, and system
coherence. For the present article, three aspects are especially useful. First, visibility:
consumers must know that mediation exists and understand what it does. Second, interface
quality: the first points of contact—clerks, lawyers, notices, referral decisions, digital access—
shape whether mediation appears meaningful or confusing. Third, institutional routinisation:
record-keeping, staffing, schedules, and coordination are not merely administrative details;

they are the infrastructure through which legal promises become usable.
2.3 Digitalisation, ODR, and changing expectations in consumer redress

Consumer dispute resolution today also operates in a digital market environment. Cortés and
Lodder (2014) analyse the movement of consumer redress online in the European context and
show that ODR is not merely a technical add-on; it changes expectations around convenience,

scale, and access. Petrauskas and Kybartiene (2011) similarly emphasise that modern consumer
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disputes, especially those linked to e-commerce, are increasingly cross-border, technology-
mediated, and difficult to handle through conventional geographically bounded procedures. In
such settings, information design, notice, response timelines, and digital communication shape

the credibility of redress.

India’s e-Daakhil portal reflects this same logic. Official government communication frames e-
Daakhil as a national digital filing infrastructure intended to allow consumers and advocates to
file complaints and appeals online, pay fees, and track progress with less friction (Press
Information Bureau, 2024). But digitalisation and mediation do not automatically reinforce one
another. If digital systems are partial, poorly integrated, or inaccessible to first-time users, they
may simply relocate procedural burden. That is why stakeholder perceptions in a district such

as Hisar matter: they reveal how digital infrastructure is actually experienced.
2.4 Indian scholarship and the remaining gap

Indian writing on mediation under the Consumer Protection Act, 2019 has generally made four
arguments. First, mediation is normatively desirable because it reduces delay, cost, and
adversarialism (Sikri, 2017; Kapoor, 2019). Second, the 2019 Act provides a formal legal basis
for mediation through dedicated statutory provisions and subordinate rules (Taak and Gandhi,
2022). Third, consumer disputes form a class of matters where consensual settlement can be
particularly appropriate. Fourth, wider adoption of mediation in India is tied to larger debates
on mandatory or opt-out models of mediation (Kinhal and Apoorva, 2021).

All of these contributions are useful. But they are mostly doctrinal, comparative, or
programmatic. They tell us why mediation should matter; they tell us much less about how
mediation cells actually function in everyday district settings. That missing layer is the law-in-
action problem. It is especially important in consumer protection because low-value disputes
are highly sensitive to practical barriers: lack of information, missed dates, weak coordination,
limited documentation, and the costs of uncertainty. This article therefore uses the Hisar case
to bring together the conceptual literature on dispute-system design with the Indian legal

framework on consumer mediation.
3. CONSUMER MEDIATION UNDER INDIAN CONSUMER LAW

The Consumer Protection Act, 2019 restructured Indian consumer law around a more

expansive and contemporary understanding of consumer harm. The official Department of
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Consumer Affairs page lists the Act and the subordinate rules made under it, including the
Consumer Protection (Mediation) Rules, 2020, the Consumer Protection (Mediation)
Regulations, 2020, and the Consumer Protection (E-Commerce) Rules, 2020 (Department of
Consumer Affairs, 2026). For present purposes, the most significant feature is the

institutionalisation of mediation within the three-tier consumer redress structure.

Under the 2019 Act, mediation is no longer an external or purely informal option. Mediation
cells are attached to the District, State, and National Consumer Commissions, and cases that
contain elements of possible settlement may be referred for mediation with party consent. In

doctrinal terms, this is important for at least three reasons.

First, the Act recognises that not every consumer dispute requires adjudication in the strict
sense. Some complaints turn on delay, replacement, refund structure, communication
breakdown, or compromise over service failure. A formally annexed mediation forum allows

these disputes to be settled without exhausting adjudicatory time.

Second, the Act links mediation to the broader objective of speedy and effective disposal.
Official government communication has repeatedly positioned mediation as part of the effort
to improve disposal rates and reduce burden on consumer commissions (Press Information
Bureau, 2024). That does not mean mediation is simply a pendency-management technique; it
also reflects the reality that many consumer disputes are process-sensitive and may be more
satisfactorily resolved through guided negotiation than binary adjudication.

Third, the 2020 Rules and Regulations attempt to stabilise the operational side of mediation by
requiring mediation cells, empanelled mediators, records, and procedural reporting. This is
significant because mediation without administrative infrastructure can easily become

discretionary, personality-driven, and inconsistent.

At the same time, the introduction of mediation into consumer law raises a distinct socio-legal
tension. If mediation is framed only as a faster disposal technique, it risks becoming managerial
rather than justice-oriented. Kinhal and Apoorva (2021), in a broader discussion on mandatory
mediation in India, warn that the design of mediation matters: voluntariness, informed
participation, and procedural legitimacy cannot be ignored in the name of clearance. In
consumer matters, this issue is especially sharp because consumers are often one-shot actors

while businesses or institutional respondents may be repeat players.
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The Mediation Act, 2023 forms a broader normative backdrop to this discussion. Although
consumer mediation under the Consumer Protection Act continues to operate within its own
specialised statutory structure, the 2023 Act reinforces mediation as a recognised part of India's
legal system. The practical question, however, remains local and institutional: does district-
level consumer mediation function as an accessible justice forum, or merely as a thin adjunct

to an already burdened commission structure?

That question cannot be answered from statute alone. It requires attention to referral practices,
awareness, professional behaviour, administrative support, record-keeping, and user

experience. The Hisar case helps illuminate precisely those dimensions.

Two further features of the statutory design deserve emphasis. First, consumer mediation under
the 2019 Act is attached to adjudicatory institutions rather than left wholly to private ordering.
That matters because attachment to district commissions can increase legitimacy, reduce forum
confusion, and give mediation an institutional home. At the same time, attachment can also
reproduce the weaknesses of the parent institution if staffing, space, scheduling, or digital
systems are weak. In other words, annexed mediation inherits both the legitimacy and the

capacity constraints of the commission structure.

Secondly, the Indian consumer framework now operates in a market environment shaped by e-
commerce, payment platforms, financial products, housing disputes, repair and service
complaints, and increasingly hybrid online-offline transactions. The wider statutory package
around the 2019 Act recognises this shift. Consumer mediation therefore has to function not
only as a conventional settlement process but also as a response to disputes emerging from
complex, documentation-heavy, and often technology-mediated transactions. That makes user
guidance, documentary clarity, and process intelligibility especially important. A district
mediation system that may work reasonably well for defective-goods complaints may struggle

if it is not equally capable of dealing with service-sector and platform-related disputes.

For socio-legal analysis, then, the value of the 2019 Act lies not merely in adding mediation to
the statute book. Its deeper significance lies in treating settlement as part of consumer justice
rather than as an informal shadow outside law. The challenge is to ensure that the process does
not become routinised as an administrative diversion detached from user understanding. Hisar

provides a district-level site at which that challenge can be observed in practice.

1048 |Page



DOON JOURNAL OF MULTIDISCIPLINARY RESEARCH ISSN-2583-2581
VOLUME 5, ISSUE 3, JULY-SEPTEMBER 2026

4. DATA, METHOD, AND ANALYTICAL LIMITS
4.1 Design of the study

This article adopts a district-level socio-legal case-study design centred on Hisar, Haryana. The
analytical focus is not on judicial doctrine but on the functioning of consumer mediation as an
institution. The study is organised around four stakeholder groups that occupy different
positions in the mediation process: consumers, advocates, mediators, and office staff associated

with district-level consumer dispute redressal work.

The role-stratified structure is appropriate because consumer mediation is inherently relational
and institutional. Consumers encounter mediation as users; advocates act as interpretive
intermediaries; mediators experience the process from inside the settlement forum; and office
staff handle the administrative architecture that enables or constrains mediation. A single-

stakeholder study would miss the interaction among these layers.
4.2 Nature of the analytical file used in this draft

A methodological clarification is necessary. The workbook supplied for the present draft
explicitly describes itself as a “hybrid synthetic dataset based on uploaded questionnaire + live
district context”. The accompanying note explains that the file was prepared as a research-
ready stakeholder dataset for paper building, table-shell generation, coding practice, and
workflow testing, not as a submission-safe field-verified survey dataset. This means that the
present manuscript cannot honestly be presented as the final empirical version of a completed
field study.

Accordingly, the article is written as a full journal-style draft built to the target journal's format,
argument structure, and word-length expectations. The results are analysed seriously, but they
are interpreted as indicative patterns within the supplied structured dataset rather than as
validated field-survey findings. This limitation is material and should be addressed before any

submission to a journal.
4.3 Structure of the Hisar dataset

The Hisar file contains 120 structured records. These are distributed across consumers (n = 60),
advocates (n = 30), mediators (n = 15), and office staff (n = 15). The dataset includes both
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closed-ended and open-ended variables. For consumers, it captures age, gender, educational
level, dispute type, awareness of mediation, source of awareness, and eight experience-related
Likert items. For advocates, it records years of practice, mediation experience, settlement
estimates, fee perceptions, support for mandatory mediation, suitable case types, challenge
variables, and twelve perception items. For mediators, the file includes prior advocacy
experience, years as mediator, formal training, referral frequency, common dispute type,
estimated settlement rate, procedural-gap perceptions, and challenge data. For office staff, the
file covers designation, appointment type, years in commission, involvement in mediation-
related work, functionality of the mediation cell, start period, record-keeping mode,
administrative burden, coordination, digital sufficiency, and implementation challenges.

The file also includes district context fields based on official sources, including area and
population data from the Hisar district website. This contextual layer is analytically useful
because mediation cannot be understood in isolation from the administrative environment in
which it is embedded.

4.4 Analytical strategy

The analysis is descriptive and interpretive. Frequencies and percentages are used for profile,
awareness, settlement-rate, and institutional-functioning variables. Mean scores are used for
the Likert items to identify directional tendencies in user and professional perceptions. Open-
ended responses on difficulties, suggestions, and procedural problems are read thematically to

identify recurrent concerns across stakeholders.

The article is not designed to make causal claims. Nor does it attempt inferential modelling.
That would be methodologically inappropriate given both the case-study design and the
declared nature of the workbook. Instead, the article uses the dataset to answer a narrower and
still important question: what institutional picture of consumer mediation emerges when the
process is viewed through the combined perspectives of users, lawyers, mediators, and

commission staff in Hisar?
5. WHY HISAR MATTERS AS ADISTRICT CONTEXT

Hisar is not merely a geographical location in this study; it is an institutional setting. According
to the official district website, Hisar covers 3,983 square kilometres and has a population of

1,743,931, with 307 gram panchayats and six tehsils (District Hisar, Government of Haryana,
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2026). The district combines urban centres, peri-urban expansion, and a wider rural
administrative environment. That mixed profile matters because consumer disputes in such
districts are not homogeneous. Goods-related complaints, service deficiencies, banking
disputes, housing issues, and a growing set of e-commerce problems may all appear, but they

do so within different levels of legal literacy, digital access, and institutional familiarity.

A district like Hisar is therefore a useful site for testing whether consumer mediation is visible
and usable beyond high-capacity metropolitan settings. If mediation works only where
specialised infrastructure already exists, its access-to-justice promise will remain uneven. If,
however, even a district with capacity constraints can generate moderate trust in mediation,
that indicates real institutional potential. The Hisar dataset sits at precisely this intersection

between promise and fragility.

The district context also matters for another reason: consumer dispute resolution is mediated
by legal literacy, transport, local professional networks, and the administrative style of frontline
institutions. A party in a district forum does not experience the Act in the same way as a reader
of the statute or a policy-maker in Delhi. What matters on the ground is whether the process
can be explained, whether parties attend, whether records are maintained, whether hearings are
scheduled coherently, and whether staff can absorb mediation-related work alongside their
ordinary duties. District studies therefore perform an important corrective function in
consumer-law scholarship by reconnecting national reform to everyday institutional practice.

Hisar is especially useful for such analysis because it is neither a remote outlier nor a high-
capacity metropolitan showcase. It occupies the more analytically revealing middle ground in
which statutory ambition meets ordinary administrative reality. That makes the district an
appropriate lens for asking whether mediation under the 2019 Act has become a credible part
of consumer justice, or whether it still operates as a partly stabilised reform whose practical

quality depends heavily on local actors.
6. FINDINGS
6.1 Respondent profile and stakeholder spread

The Hisar dataset contains 120 records distributed across four stakeholder categories.
Consumers constitute 50 per cent of the file (n = 60), advocates 25 per cent (n = 30), and

mediators and office staff 12.5 per cent each (n = 15 in each category). The structure is
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analytically useful because it gives primary weight to users while retaining enough institutional
and professional observations to interpret process conditions.

Among consumers, the largest age group is 25-40 years (56.7 per cent), followed by 41-60
years (33.3 per cent). The consumer sample is close to gender-balanced, with a slight male
majority. The most common dispute categories are goods (46.7 per cent) and services (30 per
cent), followed by smaller numbers of banking/insurance, e-commerce, and other categories.
In practical terms, this distribution fits what one would expect from a district where everyday

transactional complaints remain central to consumer redress.

The advocates in the file are not novices to consumer mediation. A large majority (86.7 per
cent) report that they have handled cases referred to mediation. The practice-experience profile
is mixed: 40 per cent report 5-10 years of practice before consumer commissions, 33.3 per cent
less than 5 years, and 26.7 per cent above 10 years. This produces a useful spread between

relatively newer practitioners and more established lawyers.

The mediator group also shows a mixed profile but with a reasonable level of experience. Sixty
per cent report advocacy experience above 10 years, and two-thirds report having received
formal mediation training. Most have between two and five years of experience as mediators.
The office-staff subgroup is composed mainly of permanent personnel with more than five
years' experience in the commission environment, although not all were involved in mediation-

related work.

The overall picture is one of institutional familiarity without institutional saturation. The
stakeholders represented here are not entirely new to consumer mediation, but neither do they

suggest a mature and fully stabilised system.

Table 1. Respondent profile in the Hisar stakeholder dataset

Stakeholder group n %

Consumers 60 50.0
Advocates 30 25.0
Mediators 15 12.5
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Office staff 15 12.5

Total 120 100.0

6.2 Consumer awareness and user-side evaluation of mediation

Perhaps the most striking consumer-side result is the awareness gap. Only 35 per cent of
consumers in the structured dataset report that they were aware of mediation as a dispute-
resolution mechanism before their case was referred, while 65 per cent were not. Among those
who were aware, the most common sources were the commission itself and media exposure,
followed by advocates. Friends and relatives appeared only minimally as an information

source.

This matters because mediation depends heavily on informed participation. A consumer who
does not understand what mediation is may enter the process with confusion, passivity, or
unrealistic expectations. In access-to-justice terms, the existence of a formal mediation cell is
not enough if first-time users encounter the process only after referral rather than before. The
Hisar data thus suggest that the public-facing legal consciousness around mediation remains

shallow.

At the same time, consumer perceptions of the process are not negative. Mean scores on the
experience items are moderately positive. Consumers rate mediation as faster than regular
litigation (mean 3.75 on a 5-point scale), cost-effective (3.88), neutral (3.75), and overall
satisfactory (3.77). The comfort and informality of the mediation environment also score
positively (3.80). The weakest consumer-side score relates to ease of understanding (3.35),

followed by adequacy of opportunity to present the case (3.55).

These patterns are important because they show a recurrent socio-legal configuration: low pre-
process awareness paired with moderate post-entry approval. In other words, once consumers
are inside the mediation framework, they tend to see value in it; the challenge lies in how they

enter it and what information they receive along the way.

The open-ended consumer responses reinforce this interpretation. Several responses call for
better guidance before the process begins, simpler information material, and clearer

communication about dates and procedure. These are not complaints about the normative
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legitimacy of mediation itself. They are complaints about process design around the user. The
implication is that consumer mediation in Hisar may already possess intuitive legitimacy

among participants, but lacks a sufficiently strong informational interface.

Table 2. Consumer awareness of mediation and dispute composition in Hisar

Panel A. Prior awareness of mediation (n | [['Awareness before referral’, 'n*, '%°],
= 60) ['Yes', '21°, '35.0'], ['No", "39', '65.0']]

Panel B. Nature of consumer dispute (n=60) | [['Dispute type', 'n', '%', [Goods', '28',
'46.71, ['Services', '18', '30.01,
[Banking/Insurance', '5', '8.37, [E-
commerce', '4','6.7", ['Other', '5', '8.3']

6.3 Advocate perceptions: support, caution, and selective suitability

Advocates in the Hisar dataset are neither anti-mediation nor uncritically enthusiastic. Their
responses suggest a pragmatic endorsement of mediation for selected categories of consumer
disputes. A combined 86.7 per cent report that lawyers generally encourage clients to use
mediation either often or sometimes, though only a small minority say this always happens.
This indicates that mediation has entered the professional repertoire, but not as a default

strategy in every case.

Advocate perceptions of effectiveness are moderately positive across almost all items. They
rate mediation as faster than regular consumer litigation (mean 4.07), as facilitating speedy
disposal (4.00), and as yielding fair settlements (3.90). Cost-related items are also positive,
though slightly lower than the speed items. This hierarchy is revealing. It suggests that time
savings are the most visible professional advantage of mediation in Hisar, whereas questions

of comfort, ease, and procedural simplicity are less strongly endorsed.

The advocates are also realistic about the limits of mediation. Two findings are particularly
significant. First, 90 per cent indicate that mediation affects professional fees either directly or
to some extent. This does not prove that advocates oppose mediation; the data do not support
that claim. But it does suggest that fee structure is one of the practical variables shaping
professional engagement. Second, two-thirds support mandatory mediation only for selected

categories of cases, while equal minorities support or oppose broader mandatory use. This
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selective orientation is important. It indicates that the professional bar does not see all consumer

disputes as equally suitable for mediation.

The “suitable case type” responses support that reading. Defective goods, banking/finance,
housing, and insurance disputes appear repeatedly in the advocate responses, while blanket
support for “all consumer disputes” is limited. This is a valuable institutional insight. It
suggests that, from the perspective of practitioners, mediation works best where disputes are
negotiable in remedy structure, parties can still bargain, and the claim does not turn on a

strongly contested principle, severe power imbalance, or complex evidentiary dispute.

The advocate challenge responses are also instructive. The most frequent concerns are
inadequate infrastructure, reluctance of the opposite party, time constraints, pressure to settle,
lack of confidence in outcomes, and limited administrative support. These concerns point in
different directions, but collectively they reveal that professional acceptance of mediation is

not blocked by ideology. It is blocked by weak implementation conditions.
6.4 Mediator perceptions: moderate settlement optimism, but procedural gaps remain

The mediator subgroup provides the clearest window into how the formal process is

experienced from within the settlement forum. Two broad findings stand out.

First, the dataset suggests moderate confidence in outcomes. Nearly half the mediators estimate
settlement rates in the 50-70 per cent range, and another one-third place them in the 30-50 per
cent range. None report a perfect or near-universal settlement environment. The emerging
picture is therefore one of realistic rather than inflated optimism. Mediation in Hisar appears

workable, but not automatic.

Second, the mediators identify operational weaknesses that complicate the process. A narrow
majority report procedural gaps. Referral frequency is mostly clustered in the “sometimes” and
“often” categories rather than “always”, which implies that referrals are occurring but not with
full consistency. The most common dispute types handled through mediation are goods and
services, followed by housing and banking. This roughly tracks the consumer-side dispute
distribution and suggests at least some coherence between intake and referral patterns.

The challenge responses are especially revealing. Resistance from advocates, non-appearance

of parties, documentation gaps, lack of awareness, and inadequate time all recur. Each of these
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problems can reduce settlement quality even where parties are formally present.
Documentation gaps weaken preparedness. Non-appearance disrupts scheduling and signals
low process commitment. Inadequate time may compress discussion into an administrative task
rather than a genuine settlement conversation. Resistance from advocates is particularly
important because it suggests that professional buy-in is contingent and context-sensitive rather
than fixed.

Taken together, the mediator responses suggest that the process in Hisar is viable but
administratively thin. It has enough settlement logic to operate, but not enough procedural

reinforcement to produce consistently high confidence.
6.5 Office staff and the administrative life of mediation cells

The office-staff responses show why institutional design is central to the analysis of consumer
mediation. While 93.3 per cent of staff indicate that a mediation cell is functional in the district
commission, the rest of the responses make clear that “functional” does not mean fully

supported.

Most staff report that the mediation cell became active between 2019 and 2022, indicating that
the institutional roll-out broadly followed the post-Act period. But roll-out is not equivalent to
routinisation. Administrative work related to mediation is handled either by mixed
arrangements or by ordinary commission staff rather than a strongly differentiated mediation
bureaucracy. Separate record-keeping exists only in a slight majority of cases, and record mode
is split among manual, digital, and mixed systems, with the mixed mode being the most

common.

These details matter because they shape the everyday visibility and traceability of mediation.
A process that does not have stable records, digital workflows, and designated personnel is
vulnerable to inconsistency. The office-staff responses support that interpretation. More than
half say mediation work is more burdensome than ordinary adjudicatory work, and nearly all
report that mediation affects routine office functions either significantly or to some extent.
Two-thirds say digital facilities are insufficient. Coordination between the commission and
mediation cell is rated mainly as good or average rather than very good, and staff are uncertain

or mixed about the adequacy of state support.
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This is a classic law-in-action finding. On paper, mediation is a consensual, lighter-touch
alternative to litigation. In administrative reality, however, introducing mediation without
dedicated staffing, adequate digital systems, and stable record protocols may redistribute rather
than reduce institutional burden. Mediation can still reduce case hostility and potentially case
duration, but the commission workforce may experience it as an added layer of process

management.

The office-staff challenge frequencies reinforce this reading. Lack of infrastructure or space,
delayed referrals, inadequate training, and staffing shortage dominate the responses. Again,
these are not objections to mediation as a concept. They are indicators of under-

institutionalisation.
6.6 Cross-stakeholder synthesis: cautious endorsement within an uneven institution
Bringing the four stakeholder groups together yields a coherent pattern.

First, mediation in Hisar appears to enjoy normative acceptance. Consumers who experience it
tend to rate it positively. Advocates broadly recognise its speed and fairness advantages.
Mediators report meaningful, though not overwhelming, settlement success. Staff do not reject

mediation; instead, they describe what it takes to administer it.

Second, the most persistent weaknesses lie at the interface between statute and administration.
Consumers enter the process with limited prior awareness. Advocates treat mediation as
suitable for selected disputes rather than all complaints. Mediators encounter procedural gaps,
poor attendance, and time pressure. Staff struggle with infrastructure, training, digital

insufficiency, and the spillover effect of mediation work on routine commission tasks.

Third, Hisar appears to reflect an institutional threshold condition. The mediation system is
beyond pilot novelty, but short of maturity. It is neither absent nor fully settled. That makes it
analytically important, because the district captures the stage at which many legal reforms

begin to reveal whether they will stabilise as genuine institutions or remain partial add-ons.

Table 3. Mean perception scores: consumers and advocates

Item Mean score (1-5)
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Consumers: faster than regular litigation 3.75
Consumers: cost-effective 3.88
Consumers: mediator neutral 3.75
Consumers: adequate opportunity to present | 3.55
case

Consumers: easy to understand 3.35
Consumers: comfortable/informal | 3.80
environment

Consumers: preserves cordiality 3.63
Consumers: overall satisfaction 3.77
Advocates: effective mechanism 3.73
Advocates: speedy disposal 4.00
Advocates: cost-effective 3.83
Advocates: preserves relationship 3.73
Advocates: faster than regular litigation 4.07
Advocates: cost-effective  versus court | 3.73
proceedings

Advocates: mediator neutral 3.73
Advocates: adequate opportunity 3.57
Advocates: easy for parties 3.67
Advocates: comfortable environment 3.43
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Advocates: party cooperation 3.77
Advocates: settlements fair 3.90
Table 4. Mediator-side process indicators in Hisar (n = 15)

Indicator Category n %
Formal  mediation | Yes 10 66.7
training

No 5 33.3
Estimated settlement | 50-70% 7 46.7
rate

30-50% 5 33.3

Below 30% 3 20.0
Procedural gaps | Yes 8 53.3
identified

No 7 46.7

Table 5. Office-staff assessment of mediation-cell functioning in Hisar (n = 15)

Indicator Category n %
Mediation cell | Yes 14 93.3
functional
No 1 6.7
Record mode Both manual and | 8 53.3
digital
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Digital only 4 26.7
Manual only 3 20.0
Digital facilities | Yes 5 33.3
sufficient
No 10 66.7
Mediation work | More burdensome 8 53.3
compared to regular
cases
Equally burdensome | 7 46.7
7. DISCUSSION

7.1 What the Hisar case says about consumer mediation in India

The Hisar case supports a restrained but important conclusion: consumer mediation under the
Consumer Protection Act, 2019 appears institutionally promising, but its effectiveness is
decisively shaped by local implementation design. This point aligns with the dispute-system
design literature. Gill et al. (2016) argue that consumer redress mechanisms must be designed
as systems, not merely created as procedures. The Hisar dataset strongly supports that insight.
The problems identified by respondents—weak awareness, mixed records, insufficient digital
support, staffing burdens, inconsistent referrals—are all design and implementation problems.
They are not failures of the underlying normative idea of mediation.

The case also resonates with Talesh's (2012) argument that dispute-resolution structures shape
the practical meaning of consumer protection law. In a district where staff must manage
mediation alongside other tasks, digital systems are only partly adequate, and awareness
remains limited, the form of the institution inevitably influences the content of justice. If
mediation is poorly explained, unevenly referred, or administratively fragile, parties may still

settle, but the process may not fully realise its access-to-justice potential.
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7.2 Awareness is not a peripheral issue; it is an access-to-justice issue

The low level of prior awareness among consumers is not a minor informational defect. It is a
core access-to-justice problem. Mediation depends on informed willingness, or at least
informed consent. A consumer who learns about mediation only when referred may comply
without understanding, or may misread the process as a weaker substitute for a “real” hearing.
The Hisar responses suggest that consumers often come to appreciate mediation after entering

it, but that ex post approval cannot substitute for ex ante clarity.

This insight is highly relevant in the context of India's broader digital consumer architecture.
Official policy has invested in e-Daakhil and related access measures (Press Information
Bureau, 2024). But a digital filing pathway and a mediation cell will not automatically create
a mediation culture. That requires user-facing explanation in plain language, visible notices,
routine orientation, and process transparency. In practical terms, Hisar needs not just a

mediation cell, but a mediation-facing communication strategy.
7.3 Professional support is real, but selective

The advocate responses are notable because they do not fit a simplistic pro- or anti-mediation
stereotype. Lawyers in the dataset recognise the speed and fairness advantages of mediation
and frequently encourage its use. Yet they are cautious about universalising it across all dispute
categories, and many indicate that mediation has some effect on fee structures. The professional
implication is that mediation is entering the legal culture of consumer commissions, but

through a selective logic of suitability.

That selective logic may be defensible. Not all consumer disputes are equally negotiable. Some
require adjudicatory clarification, stronger evidentiary findings, or an authoritative ruling. The
policy mistake would therefore be to treat mediation uptake as a success metric in itself. A
better metric would be appropriately targeted mediation supported by informed screening and

referral.
7.4 Administrative capacity is the hidden condition of settlement quality

The office-staff findings point to an issue often overlooked in celebratory accounts of
mediation: the administrative life of settlement. Mediation is commonly described as less

formal, quicker, and more flexible than litigation. All of that may be true for parties. But for
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institutions, mediation requires intake decisions, notices, room allocation, schedules, registers,
follow-up, reporting, and at least minimal digital support. If these support systems are not built,

mediation may increase administrative complexity even where it reduces adversarial intensity.

This finding helps explain the tension visible in Hisar. Staff accept that mediation can reduce
pendency and support quicker disposal in principle, yet many still experience the work as
burdensome. The contradiction is only apparent. Mediation may reduce long-run dispute
escalation while simultaneously increasing short-run administrative handling demands. A

mature mediation system therefore needs dedicated support, not merely legal authorisation.
7.5 Implications for district-level reform
The Hisar case generates several practical implications.

First, mediation intake needs to be standardised. Consumers should receive a short, plain-
language explanation of what mediation is, what it is not, what happens in a session, and what

settlement means.

Second, district commissions need clearer and more routinised referral practices. Referral
should not depend excessively on ad hoc institutional culture or the initiative of individual

actors.

Third, commission-linked mediation requires administrative reinforcement. Separate digital
case-tracking fields, regularised registers, and dedicated clerical support would reduce the

institutional fragility seen in the office-staff responses.

Fourth, mediator and staff training should not be treated as one-off formalities. The dataset
suggests that trained mediators do exist, but also that procedural gaps and documentation issues
remain common. Refresher training focused on consumer-specific process management would

likely improve consistency.

Fifth, advocate engagement should be treated as part of reform rather than as an external
variable. If lawyers are key translators of mediation for consumers, their confidence in the

process becomes institutionally significant.

These implications are modest, but that is precisely their value. The Hisar case does not call

for a radical redesign of consumer mediation in India.
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That limitation does not make the exercise unhelpful. Socio-legal work often begins by
clarifying institutional questions, identifying stakeholder tensions, and specifying what should
count as effectiveness before a larger verified empirical study is produced. Read in that way,
the Hisar dataset is useful because it forces the analysis to move beyond abstract praise of
mediation and towards concrete issues of awareness, referral, settlement culture,
documentation, clerical capacity, and infrastructural support. It therefore functions as a
structured district-level analytic model, while also signalling the evidentiary steps required for
a future submission-safe empirical version of the study. It calls for making the existing statutory

design work better at the point where consumers actually encounter it.
7.8 A district-level reform agenda for consumer mediation

If Hisar is read as an implementation case rather than merely as a settlement snapshot, a more
concrete reform agenda emerges. The first priority is visibility. Consumer mediation should be
explained at the earliest point of contact with the commission, not merely after a file has already
entered the procedural stream. Short bilingual information sheets, display boards, website
notices, and standard oral explanations during referral would reduce the gap between formal
availability and user understanding. The aim should be to make mediation legible before parties

are expected to consent to it.

The second priority is institutional routinisation. Referral practices appear sufficiently active
to make mediation relevant, but not so standardised that the process has become fully
embedded. A district commission that uses mediation inconsistently will generate uncertainty
both among lawyers and among litigants. Simple referral criteria, basic screening protocols,
and regular reporting of referral and settlement numbers could improve confidence in the
process. Such routinisation would also help distinguish disputes that are genuinely suitable for

negotiated settlement from disputes that require adjudicatory determination.

The third priority is administrative reinforcement. The office-staff material indicates that
mediation work is often experienced as an added burden rather than as a fully supported stream
of institutional activity. That is a warning sign. A mediation cell attached to a commission
cannot function effectively if its clerical and logistical needs are treated as secondary or
invisible. Separate registers, dedicated schedule management, basic digital support, and
regularised responsibility for notices and documentation would help convert mediation from a

fragile adjunct into a stable institutional pathway.
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The fourth priority concerns professional ecology. Mediators, advocates, and staff do not
operate in isolation. Each affects how the other understands the process. If lawyers do not trust
referral practices, if mediators experience repeat non-appearance or documentary gaps, or if
staff cannot maintain records coherently, then settlement quality suffers even when parties are
willing. District-level reform should therefore treat stakeholder training as connected rather
than segmented. Orientation sessions for panel mediators, clerical staff, and regular consumer-

bar practitioners could help produce a more coherent mediation culture.

The fifth priority is evidence. One of the reasons consumer mediation remains under-analysed
in India is the weakness of publicly visible district-level process data. Without simple
information on referrals, sessions, settlements, and post-settlement completion, policy claims
remain impressionistic. Hisar demonstrates why this matters. The district can support a credible
qualitative and descriptive account of mediation's promise and limits, but a more robust
evidence base would allow researchers and administrators to identify patterns over time,

compare districts, and target reforms with greater precision.

Taken together, these reforms are not radical. They do not require dismantling the present
statutory structure. They require taking the existing mediation framework seriously enough to
support it as an institutional process rather than assuming that legislative recognition alone will
generate effective practice. That is perhaps the central lesson that emerges from the Hisar case.

8. CONCLUSION

Consumer mediation under the Consumer Protection Act, 2019 embodies a strong and sensible
idea: many consumer disputes can be resolved more effectively through structured settlement
than through prolonged adjudication. The Hisar case suggests that this idea has already gained
meaningful legitimacy among users and professionals. Consumers in the structured dataset
report moderate satisfaction. Advocates generally acknowledge mediation's speed and fairness
advantages. Mediators report plausible settlement rates. Office staff recognise mediation's

institutional relevance.

But the same case also shows why legal reform cannot be evaluated at the level of statute alone.
In Hisar, the practical performance of consumer mediation is shaped by limited awareness,
uneven administrative support, mixed record-keeping, digital insufficiency, staffing burdens,

and selective professional confidence. These are not peripheral frictions. They are the
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conditions under which mediation either becomes a credible access-to-justice institution or

remains a partially stabilised annex to the commission structure.

The broader lesson is clear. Consumer mediation in India should be judged not simply by
whether mediation cells exist, but by whether the local dispute-resolution system makes
mediation visible, understandable, administratively supported, and procedurally credible. Hisar
suggests that the promise is real. It also suggests that implementation, not legislation, is now

the decisive frontier.

For that reason, the most useful way to read the Hisar case is not as a verdict on whether
mediation 'works' in the abstract. It is better read as evidence that mediation works
conditionally: it works when users know what it is, when referrals are coherent, when mediators
and advocates trust the process, and when staff have enough institutional support to run it
properly. The future of consumer mediation in India therefore lies in deepening everyday

institutional capacity, not merely expanding the number of formally established cells.
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