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Outline

• Why do we Need Consumer Centric Regulation/Interventions?

• Digital Transformation & Consumer Trust

• Consumer Centric Solutions from India

• Way Forward
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Who is the Consumer ?
• You , I, our families, citizens,

patients, 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

• Those who should not connect 
unless we can protect them?
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Why Consumer Centric?
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Digital Consumer

Consumer

Citizen

Voter

Data 
Subject

Value 
Creator
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Consumer Centric Policymaking 
in the Digital Age 
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Price

Quality

Inclusion

Safety

• Equity
• Ethics
• Transparency
• Accountability
• Redress
• Competition
• Privacy and Data 

protection
• Cybersecurity
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Digital Transformation & Trust
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Inclusion++

Price

Quality

Inclusion

Safety

TRUST

o Availability

o Affordability

o Accessibility

o Adoption
o Awareness

o Approachability

o Acceptability
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(Consumer )Trust: 
A Sine Qua Non for
Digital Transformation Digital Transformation

Consumer Trust & Adoption

Strengthen Digital Ecosystem 
for Global Competitiveness

Increased Access to Digital 
Technologies
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Principles for Regulating Digital Societies
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The Many Facets of Consumer Centric Digital Regulation 
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Privacy and 
Data Protection

Security
Disinformation, 

Illegal and 
harmful content 

Copyright Net Neutrality 

Online Reviews 
Payments

Delivery

Gaming
Consumer rights 

and Trust
Consumer 

Redress

Consumer 
Awareness and 

Education

Competition Innovation Discrimination Digital Inclusion Digital Identity

AI & Emerging 
Technologies
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Factoring in Stakeholder Motivations
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• Solve a Problem/ 
Provide a 
solution/Satisfy a need

• Optimal resource 
allocation

• Development & growth  
for the economy  and 
society

Govt.

• Solve a problem/

• Provide a 
solution/Satisfy a need

• Profit

• Prosper

Industry

• Solve a problem/

• Find a solution/Satisfy a 
need

• Budget 

• Prosper

User
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Importance of Dialogue and Collaboration 
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Innovation, 
Investment, Useful 

Services,

Consumer Harm

Promote Investment & 
Innovation, 

Regulatory Certainty

Consumer Protection
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When the Dialogue Break Down; Collaboration Falls Short
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Too Little

Too Late?

Too Late? 

Too Much?
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Making our Digital World Safer: Laws/ Regulation++
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Laws Norms Architecture Market
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Indian Digital 
Transformation
From Strength to 
Strength

Source: Democratising Digital Commerce in India, McKinsey & Company, April 2023
Dr Archana G.Gulati

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


http://itu.int/go/study-groups 17

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

Source: Democratising Digital Commerce in India, McKinsey & Company, April 2023
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DPI: Enhancing Competition & Innovation
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https://telecom.economictimes.indiatimes.com/news/pesky-calls-trai-to-launch-a-digital-consent-authorisation-platform-soon/98108163
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Digital Identity
Digital Financial Inclusion
Digital Government

Digital Commerce?

Source: Democratising Digital Commerce in India, McKinsey & Company, April 2023
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Growth & Further Potential
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Low Share of Digital Commerce Analysed

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

“..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
factor in traditional shopping channels, the fears 
about security while transacting online, the 
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.”Dr Archana G.Gulati
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ONDC VISION:

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

Source: Democratising Digital Commerce in India, McKinsey & Company, April 2023
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Righting the Bargaining Power Balance

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

17 May 2023, Geneva 

E-Commerce 

PLATFORMS
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Righting the Bargaining Power Balance
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Collaborative Innovation for Inclusion
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India has a 

Greenberg'

s diversity 

index of 

0.914—i.e. 

two people 

selected at 

random 

from the 

country will 

have 

different 

native 

languages 

in 91.4% of 

cases
Source: Wikipedia
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Collaborative Innovation for Digital Transformation
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Local Language Content

State R&D, 
Partnerships

Private sector 
partnerships e.g., 
Google Vani project

Academia Partnerships 

Source: Democratising Digital Commerce in India, McKinsey & Company, April 2023
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Consumer Centric Digital Transformation
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Earn Trust

-Consumer Centric 
Innovation

-Protection by Default & 
Design

Promote

-Consumer Awareness

-Conditions that Foster 
(Good) Innovation

Dr Archana G.Gulati

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


http://itu.int/go/study-groups 32ITU-D Study Group 1 Rapporteur Group Meetings (8 - 19 May 2023)

• Stacking up the benefits, lessons from India’s 

digital journey, March 2023

• Democratising Digital Commerce in India, 

McKinsey & Company, April 2023

References
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