Workshop on Trends in consumer protection regulatory Instruments to enable digital transformation
17 May 2023, Geneva

Consumer Centric Digital Regulation
-An Indian Perspective

Speaker: Dr Archana G.Gulati,
Strategic Adviser, Independent Expert, Professor of Practice, Digital & Competition Policy & Law
archanaggl4@gmail.com

ITU-D Study Group 1 Rapporteur Group Meetings (8 - 19 May 2023)




| Workshop on Trends in consumer protection regulatory Instruments to enable digital transformation
17 May 2023, Geneva

Outline

Why do we Need Consumer Centric Regulation/Interventions?
Digital Transformation & Consumer Trust

Consumer Centric Solutions from India

Way Forward

Dr Archana G.Gulati
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Why Consumer Centric?

Who is the Consumer ?
* You, |, our families, citizens,
pa’élients, children, the aged
and,

* The voter, the politician, the
bureaucrat, the industrialist,
the start-up, the teacher, the
student

* Those who cannot or will not
connect

e Those who should not connect
unless we can protect them?

Dr Archana G.Gulati
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Digital Consumer

‘ Value
@ Creator

&

Data
Subject
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Consumer Centric Policymaking
In the Digital Age

 Equity
* Ethics :
Price

* Transparency
* Accountability
* Redress
« Competition Inclusion
* Privacy and Data

protection
 Cybersecurity Quality Safety

Dr Archana G.Gulati
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Digital Transformation & Trust

Consumer/

Citizen

Dr Archana G.Gulati
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Inclusion++

Avallability
Affordabllity
Accessibility

o Awareness |
o Approachability
o Acceptability

Inclusion

Dr Archana G.Gulati
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(Consumer )Trust:
A Sine Qua Non for
Digital Transformation

Digital Transformation

Consumer Trust & Adoption

Increased Access to Digital
Technologies

Strengthen Digital Ecosystem
for Global Competitiveness

Dr Archana G.Gulati
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Principles for Regulating Digital Societies

Innovation Ethics Empowerment

Inclusiveness Flexibility Collaboration

Dr Archana G.Gulati
ITU-D Study Group 1 Rapporteur Group Meetings (8 - 19 May 2023) http://itu.int/go/study-groups



http://itu.int/go/study-groups

Workshop on Trends in consumer protection regulatory Instruments to enable digital transformation

17 May 2023, Geneva

The Many Facets of Consumer Centric Digital Regulation

Privacy and
Data Protection

Online Reviews
Payments

Delivery

Competition

Dr Archana G.Gulati

Security

Innovation

Disinformation,
lllegal and
harmful content

Consumer rights

and Trust

Discrimination

Al & Emerging
Technologies
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Copyright

Consumer
Redress

Digital Inclusion

Net Neutrality

Consumer
Awareness and
Education

Digital Identity
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Factoring in Stakeholder Motivations

o

-
e Solve a Problem/
Provide a

Solve a problem/

e Provide a
solution/Satisfy a need solution/Satisfy a need
e Optimal resource e Profit
allocation e Prosper

e Development & growth
for the economy and

Dr Archana G.Gulati
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o

Solve a problem/

Find a solution/Satisfy a
need

Budget
Prosper
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Importance of Dialogue and Collaboration

Industry Regulator

Promote Investment &
Innovation,
Regulatory Certainty

Consumer Protection

Innovation,
Investment, Useful
Services,

Consumer Harm

Dr Archana G.Gulati
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When the Dialogue Break Down; Collaboration Falls Short

Too Little Too Late?
f?

Dr Archana G.Gulati
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Striking the Right Balance

A Balanced Approach

-. % Inclusion .
Competition

Safety

GOVERNMENTS, INDUSTRY
BODIES, INTERNATIONAL
ES, CONSUMERS

Quality

REGULATORS,
CONSUMER
AGENCI

Service
Provider

Dr Archana G.Gulati
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Making our Digital World Safer: Laws/ Regulation++

CR Ty
Laws Norms Architecture Market

Dr Archana G.Gulati
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Growth of Indian Digital Economy

Exhibit 1

India’s digital economy has grown ~2.5 times faster than the overall
Indian economy since 2016.

Adoption

& 840 -

k]
Internet users N Smartphone (_]' 0 U
in 2022 million subscribers in 2022 il

2% 2%
growth growtn

Dr Archana G.Gulati
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Growth of Indian Digital Economy

Consumption

]
! 1
Data consumption per ]h 4 Screen time 7 3

subscriber in 2022 GB/month in 2022
S | hours/day?

18x
growth 3X

since 2016 growth
oe 20 since 20163

Dr Archana G.Gulati

Source: Democratising Digital Commerce in India, McKinsey & Company, April 2023
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Growth of Indian Digital Economy

Source: Democratising Digital Commerce in India, McKinsey & Company, April 2023

Financial activity

PN

I

Share of UPI payments \F] L-)f
population (age in 2022 b Lok
>15 years Dld?

that have a bank %

account in 2022

trillions

X
growth
since 20198

growth
since 2016

Dr Archana G.Gulati
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A Digital Transformation Journey

Dr Archana G.Gulati
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Architecture as a means for Inclusion, India’s DPI

INnteroperable: Network
participants work together
without being configured to anvy

single platform.

Unbundled: Breaking down of
complex systems iInto granular
activities Or micro services, such
as in ane—-commerce transaction;
different entities can take up
seller, logistics, payments, and
buyer—-side activities.

Decentralised: Data awvailability
and control of agreeing
transactions are at both the
buyver anmnd seller ends.

Source: Demaocratising Digital Commerce in India, McKinsey & Company, April 2023
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DPI: Enhancing Competition & Innovation

Other 1.85%
2

Axis Bank 2.82%._— a4l

Paytm 14.80%\

_PhonePe 42.50%

Google Pay 36.10%” >

TUWPS.//E1eCOITLEeCONUITHCUITIES. INUIAUITIES.CONTITIEWS/PESKY -Lalls-L di-Lu-laullCi-a-uigitai-Corisent-autnonsatuorn-piatorin-soorn/ys Lus Los

Dr Archana G.Gulati
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Digital Financial Inclysion
= Digital Government
o

tal Commerce? = .

&= Digital Identity v/ Vé
=
T

=
: Y > igital »o[n_merce in IrEEa'WI Kinsey &
ana G.Gulati . : | R e S

-
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Growth & Further Potential

India online consumers funnel 2022, million

100%
50-607%

800-850 400-450

Access to internet Content consumers
Population with Use social media,
internet access messaging

Source: IBEF, TRAI

Dr Archana G.Gulati
ITU-D Study Group 1 Rapporteur Group Meetings (8 - 19 May 2023)

35-40%

Digital
payment users

E.q., bill pay,
ticketing

20-25%

E-retail
transactors
(Product +
Services)

1-2%

Power users
(Reqgular
transactors
on digital
commerce)

http://itu.int/go/study-groups
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Low.Share of Digital. Commerce Analysed

“..digital inclusion remains to be seen in digital
commerce, which is a mere 7 percent of the total
retail market, with 165 million users. Multiple
— challenges keep sellers and buyers from online

. commerce— their lack of digital ease, the trust
5 ¢ factor in traditional shopping channels, the fears
{55 0§ about security while transacting online, the

#C difficulties for small businesses operating on digital
trade platforms, and so forth. Only 6 percent of all
| MSMEs, for instance, actively sell on e-commerce
platforms.”

: : merce in India, McKinsey & Company, April 2023 — R T = '/
: _ = - - -

ITU-D Study Group 1 Rapporteur Group Meetings (8 - 19 May 2023) http: //|tu mt/qo/studv group

:

-
I

B ~

!
W
' /

= —~ AT e -

Q!

\

!

-
bf‘,



http://itu.int/go/study-groups

Workshop on Trends in consumer protection regulatory Instruments to enable digital transformation
17 May 2023, Geneva

Y ATy ﬂ’n ONDC VISION:

. An open network for digital
. commerce that will establish
| open, inclusive, and competitive
marketplaces online, creating
i choice and opportunity for

everyone, by everyone.
L :

. ¥/ ENEN W

ana G.Gulati
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Righting the Bargaining Power Balance

E-Commerce
PLATFORMS

Sipralll

Consumers BUISIINESSES

Dr Archana G.Gulati
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Righting the Bargaining Power Balance

Digital Transformation to Universal Digital
Empowerment

moneycontrol

Dr Archana G.Gulati Source: Democratising Digital Commerce in India, McKinsey & Company, April 2023
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R S N e R L A e S I A RS R RIS
. l Collaborative Innovation for Inclusion
|nd|a hasa The Most

1 = = -
Greenberg Linguistically #1 @ Papua New Guinea
s diversity Diverse Countries Papua New Guinea has

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, more lcnggoges than the 8.8
|ndeX Of Near 7,117 languages are spoken woridwide, but these e COr DB R Of ELrope. e '
—_— aren't dispersed evenly across the globe. Here's a look
0 914 | e at the countries with the most linguistic diversity.
tWO people @ Total Languages

@ Population 2020 (Millions)
Se'ected at #5 #& united States
random #£2 - lhdonesic #3 4 ) Nigeria 328
oy | .. @
country will % 270 =
have
dlﬂ:erent #6 &P Australia #7 @ cChina #8 ) Mexico
I |
native About 23% of
I Australia’s population 25.4
speak I
anguages that isnt Engiish s
2 at home.
18] 91.4% Of = #9 €@ <Cameroon #10 & Brazil
Source: Wikipedia
2110
l~ Includes all established and immigrant languages. Source: Ethnologue World Atias, World Bank @
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Collaborative Innovation for Digital Transformation

The government is investing heavily in
R&D toward this purpose. MeitY’s Bhashini
is a government initiative to capture

Local Language Content India’s 20-plus languages and more than
20,000 dialects for amore sophisticated
State R&D, conversational Al experience.* As part of
Partnerships Project Vaani, Google has partnered with
the Indian Institute of Science, Bangalore,
Private sector to create an Al-based language model that
partnerships e.g., understands diverse Indian languages and
Google Vani project dialects.

These advances could feed into creating

“ Academia Partnerships vernacular, video-based content and
conversational and generative Al capabilities

such as Chat GPT and DALL-E. Such

shifts could [bring greater comfort and

convenience for the next wave of internet

users.

Source: Democratising Digital Commerce in India, McKinsey & Company, April 2023

Dr Archana G.Gulati L
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Consumer Centric Digital Transformation
Industry Regulator

Earn Trust
-Consumer Centric

Promote
-Consumer Awareness

-Conditions that Foster
(Good) Innovation

Innovation

-Protection by Default &
Design

Dr Archana G.Gulati
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References

e Stacking up the benefits, lessons from India’s
digital journey, March 2023

* Democratising Digital Commerce in India,
McKinsey & Company, April 2023

Thank You!

Dr Archana G.Gulati
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