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National Consumer Protection Programme (NCPP) of Myanmar 

NATIONAL CONSUMER PROTECTION PROGRAMME (2021-2025) 
 
Introduction 
 
Consumer Protection plays a crucial role in contributing to sustainable economic development in 
both developed and developing countries. On 1 April 2016, the Department of Consumer Affairs 
(DOCA) was established under the Ministry of Commerce (MOC) in order to realize the objectives 
of effectively protecting consumers, raising broad consumer awareness, ensuring the provision of 
high-quality goods and services to consumers, as well as conducting consumer protection activities 
across the country. The DOCA Headquarters comprises six divisions, with head offices also 
established in the States, Regions and the Union Territory. 
 
With the objective of conducting consumer protection activities, Myanmar first adopted a Consumer 
Protection Law on 14 March 2014, pursuant to Notification No. 10. Due to a number of weaknesses 
found in the implementation of this law, the revised Consumer Protection Law 2019 was enacted 
on 15 March 2019, pursuant to Notification No. 9, in order to improve the enforcement of consumer 
protection. In accordance with the Consumer Protection Law 2019, the Myanmar Consumer 
Protection Commission (MCPC) was established, pursuant to Notification No. 59/2019. Consumer 
Affairs Committees in the States, Regions and the Union Territory were also set up, pursuant to 
Notification No. 02/2019. 
 
DOCA, with the support of the Deutsche Gesellschaft für Internationale Zusammenarbeit (GIZ) 
GmbH, formulated the National Consumer Protection Programme (NCPP), in order to actively 
and effectively conduct consumer protection and educational activities across the country; to 
promote sustainable consumption practices which contribute to greater consumer welfare and 
socio-economic development; to identify priority sectors for consumer protection, and to cooperate 
with relevant ministries and non-governmental consumer associations. To achieve the objectives 
of the NCPP and incorporate consumer protection principles into relevant sectoral policies, a series 
of workshops were organized with the support of GIZ. These workshops served to gather feedback 
and suggestions from different stakeholders, such as relevant ministries, DOCA officials, and 
consumer advocates. As a result of these discussions, it was agreed that the NCPP shall cover the 
following core processes: 
 
 
(a) Developing and Supporting Consumer Protection Policies; 
(b) Consumer Education; 
(c) Communication and Cooperation; 
(d) Market Surveillance; and 
(e) Consumer Redress. 
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The NCPP focuses on creating a fair business environment for entrepreneurs, encourages the 
distribution of high-quality goods and services along supply chains and strives to effectively protect 
consumers. It is intended to serve as a strong policy framework for consumer advocates, both 
governmental agencies and non-governmental consumer associations, in conducting consumer 
protection actions. To implement initiatives under the NCPP, a period of 5 years from 2021 to 2025 
is foreseen. The priorities for the strategic measures account for the multiple dialogues with relevant 
stakeholders, notably ministries responsible for consumer protection, consumer advocates, as well 
as officials from the DOCA Headquarters and offices in the States, Regions and the Union Territory. 
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1. Developing and Supporting Consumer Protection Policies 
 
This core process focuses on the improvement of consumer protection activities in line with relevant 
standards and guidelines. For its effective implementation, key activities include protecting 
consumer rights and interests, distributing consumer-related information to consumers, conducting 
consumer education activities, protecting consumer losses and damages arising from the use of 
defective goods and services, and designing easy-to-use procedures to resolve consumer 
complaints. 
 
Mission 
 
To contribute to a level playing field for businesses, which leads to a more conducive business 
environment in which consumers are enabled to fully exercise their rights. 
 
Objective 
 
To empower consumers so that they become active market participants, and to promote the 
incorporation of consumer rights into sectoral policies. 
 
To achieve this objective, the following activities will be carried out: 
 
 
a) Informing and educating consumers about their rights; 
b) Providing the necessary tools for timely consumer dispute resolution; 
c) Ensuring effective market surveillance to safeguard consumer rights and interests; 
d) Strengthening product safety policies and regulations; 
e) Promoting the independence and responsibility of consumer associations; 
f) Enhancing the cooperation of governmental agencies in the States, Regions and the Union 

Territory responsible for developing and supporting consumer protection policies; 
g) Creating an enabling environment that encourages sustainable consumption practices along 

supply chains; 
h) Strengthening cooperation and coordination mechanisms among local, regional and 

international organizations; 
i) Implementing activities on consumer advocacy and promoting the participation of consumers 

in related events where they have the opportunity to present their views, ideas and interests; 
and 

j) Progressively building capacities through training and research. 
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Consumer Rights 
 
Consumers in Myanmar enjoy the eight fundamental consumer rights as set out by the United 
Nations Guidelines on Consumer Protection (UNGCP): 
 
 
(a) The right to satisfaction of basic needs; 
(b) The right to safety; 
(c) The right to be informed; 
(d) The right to choose; 
(e) The right to be heard; 
(f) The right to redress; 
(g) The right to consumer education; and 
(h) The right to a healthy environment. 
 
 
Consumer Protection Law 
 
The Consumer Protection Law was enacted on 15 March 2019, pursuant to Notification No. 9. It 
may be amended in order to respond to the needs and interests of the people and the country, if 
necessary. 
 
Myanmar Consumer Protection Commission (MCPC) 
 
The Myanmar Consumer Protection Commission (MCPC) was established on 30 September 2019, 
pursuant to Notification No. 59/2019. It is the highest authoritative body with the mandate to realize 
the objectives described in the Consumer Protection Law 2019. The MCPC will steer the consumer 
policy-making process by providing recommendations on consumer-related matters to the Cabinet, 
submitting reports about consumer protection activities to the Cabinet, and presenting work plans 
to the Cabinet, in accordance with applicable conditions and/or working procedures. The MCPC 
establishes the Consumer Affairs Committees in all the States, Regions and in the Union Territory, 
specifying their duty and functions with respect to consumer protection actions and the resolution 
of disputes between consumers and businesses. It also takes the final decision in such disputes. 
 
Department of Consumer Affairs (DOCA) 
 
The Department of Consumer Affairs (DOCA) serves as a regulatory body to implement consumer 
protection actions in accordance with its mission and vision. DOCA will update the mission, vision, 
as well as its duties and functions, if necessary. 
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Priorities Areas of Consumer Protection 
 
For the current period of the NCPP, the focus will lie on the following priority areas: 
 
 
(a) Redressing consumer losses and damages in accordance with relevant laws, policies and 

procedures, if consumer interests are affected; 
(b) Strengthening the cooperation of stakeholders to effectively implement consumer protection 

actions; 
(c) Establishing effective procedures for out-of-court settlements of consumer disputes, including 

online dispute resolution (ODR) as well as alternative dispute resolution (ADR); 
(d) Mainstreaming consumer protection in priority sectors, such as e-commerce, transportation 

services, advertising, and financial services, and addressing unfair contract terms as a future 
priority; 

(e) Promoting the activities of non-governmental consumer associations; 
(f) Cooperating in the establishment of a cross-border redress system within ASEAN; 
(g) Contributing to product safety and market surveillance activities; 
(h) Establishing a database for product recalls to alert the consumers if unsafe or defective goods 

and services have been detected in the market; and 
(i) Enhancing consumer empowerment activities. 
 
 
Assessing Consumer Protection Activities 
 
As reliable data and detailed analyses regarding consumers and markets (for example, data on 
actual violations of consumer rights in the market, market surveillance reports, research on 
consumer confidence and behaviour) are still limited, a centralized online platform will be set up 
where all relevant information, research and analysis can be stored for easy access by all 
concerned stakeholders, including consumers. 
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2. Consumer Education 
 
The overall objective is to promote the emergence of an empowered consumer community and to 
ensure that consumers are able to make informed decisions when participating in the market.  
 
Priorities and Responsibilities 
 
As the designated regulatory body for consumer protection in Myanmar, DOCA will play the leading 
role in consumer-awareness programmes. This includes educational activities in close cooperation 
with non-governmental consumer associations across the country.  
 
DOCA’s main responsibilities include setting priorities for consumer education; developing 
materials tailored to the needs of specific target groups; identifying appropriate methods or 
approaches and delivery channels; as well as coordinating with relevant governmental agencies 
and non-governmental consumer associations. Specifically, this comprises: 
 
 
(a) Publishing educational documents and other information, both in print (training materials, 

brochures, leaflets, etc.) and electronically (website, TV, radio, social media, etc.); 
(b) Promoting consumer education by integrating consumer protection in school curricula; 
(c) Prioritizing and fostering sustainable consumption practices; and 
(d) Engaging in consumer education and complaints-handling, in cooperation with governmental 

agencies as well as non-governmental consumer associations. 
 
 
Target Groups for Consumer Education 
 
To initiate activities on consumer education, the following target groups have been identified: 
 
 
(a) Consumers in general (country-wide); 
(b) Relevant ministries, governmental agencies and non-governmental consumer associations; 
(c) Entrepreneurs and retailers offering or supplying goods and services; 
(d) Vulnerable consumers (including consumers with disabilities; illiterate, old, or young persons 

etc.) 
(e) Students and school children; and 
(f) Teachers from various colleges and universities. 
 
 
Delivery Channels 
 
In order to address the aforementioned target groups, it is necessary to employ different strategies 
and customize the content (e.g. different messages for school children vs. businesses). These 
include:  
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School curricula 
 
Drafting materials on consumer protection issues to be taught at all levels (primary, 
secondary and tertiary), in close coordination with other relevant ministries and 
governmental agencies. 
 
Education via Media 
 
(a) Media campaigns (radio and television); 
(b) "Consumer advice” columns or dedicated articles and/or sections in the print media 

(newspapers, magazines, journals); 
(c) Consumer alerts through online media, to be regularly posted on the DOCA website 

and social media networks; 
(d) Consumer-oriented brochures, handbooks and other publications; and 
(e) Content for existing community courses and governmental education programmes. 
 

 DOCA Website (www.doca.gov.mm) 
 
As the Internet will continue to be a very effective and efficient way of delivering consumer 
education to many groups of consumers, it is necessary to develop the DOCA website as 
the primary platform and resource portal for consumers in Myanmar. The DOCA website 
can help inform and educate consumers about products and services, market surveillance 
activities and alerts, current issues and other matters. To this end, the following functions 
are foreseen: 
 
(a) Receiving and registering online consumer complaints: 
(b) Hosting the product safety alert system; 
(c) Informing and educating the public about consumer protection issues, including 

providing necessary guidance about policy developments and the progress of 
consumer protection activities; 

(d) Providing up-to-date information on legal requirements (e.g. consumer protection 
law, implementing regulations and directives), along with other consumer-related 
information. 
 

Direct Consumer Engagement 
 
(a) Educational activities through targeted face-to-face stakeholder dialogues; 
(b) Providing materials on consumer protection issues to education and economic 

programmes as well as trainings.  
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Locations 
 
DOCA will educate the general public on consumer protection issues at the following locations: 
 
 
(a) Government agencies and community service organizations; 
(b) Elementary schools, vocational schools and universities; 
(c) Factories, industries and associations; 
(d) Chambers of commerce and industry, and their branches; 
(e) Municipal markets, retail centers and shopping malls;  
(f) Service providers (banks and different means of transportation, etc.);  
(g) Both rural and urban areas; and 
(h) Military regiments. 
 
 
In order to conduct activities on consumer education at the aforementioned locations, DOCA will 
work in close cooperation with local authorities, relevant ministries, non-governmental consumer 
associations, as well as local consumers and advocates.  
 
Consumer Education and Communication 
 
A good communication strategy plays an important role in ensuring the effectiveness of activities 
on consumer protection and education. Providing consumers with the necessary knowledge and 
skills (for example, understanding about their basic rights, skills to select good-quality products) 
enables them to make informed decisions and act with more confidence when participating in 
market transactions. Having a communication strategy helps leverage the scope and outreach of 
consumer education activities while facilitating networking and coordination among all relevant 
stakeholders to take timely actions in times of crisis. The effective implementation of consumer 
education and communication tasks ensures not only that consumers can make informed decisons, 
but also allows for relevant ministries to systematically handle consumer disputes when consumers 
are faced with damages or losses. 
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3. Communication and Cooperation 
 
DOCA will set the agenda for a communication and cooperation network with the aim to promote 
basic consumer rights, to communicate more effectively with relevant ministries and governmental 
agencies responsible for consumer concerns, and to facilitate internal communication. 
 
Communication Team 
 
DOCA will set up a dedicated team to guide the implementation of this agenda and communicate 
with internal as well as external stakeholders. If necessary, the team will receive training or 
coaching in order to be able to maintain the communication and cooperation network.  
 
The communication team will be responsible for the following priority tasks: 
 
 
a) Networking with the media; 
b) Developing pro-active media strategies; 
c) Developing campaigns with specific themes; 
d) Managing DOCA’s pages on Facebook and other social media platforms, including content and 

community management;  
e) Monitoring results, such as press coverage, website and Facebook analytics, opinion polls and 

surveys;  
f) Regularly contacting the staff responsible for communication at the regional offices; 
g) Reviewing all communication materials, including materials for consumer education;  
h) Engaging in internal communication, among others with regional focal points, to produce a 

monthly internal e-mail newsletter; and 
i) Facilitating trainings on emerging or severe consumer protection issues.  
 
 
Internal Communication 
 
For the operations of the internal communication network, a monthly e-mail newsletter (Mail Chimp) 
will be developed and circulated to the head offices of DOCA in the States, Regions and the Union 
Territory. This includes a feedback function and suggestions for monthly reporting. 
 
External Communication 
 
DOCA will establish the contact points to communicate with relevant stakeholders in order to 
undertake consumer protection actions, settle consumer claims in a timely manner, and 
disseminate important information. To introduce the Consumer Protection Law 2019 as well as 
inform about business obligations under the law and relevant prohibitions, the communication team 
in DOCA will actively work with the Union of Myanmar Federation of Chambers of Commerce and 
Industry (UMFCCI) and carry out awareness-raising programmes targeted at business actors and 
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associations. In addition, the communication team will engage in public outreach activities with the 
media. 
 

Website and Facebook 
 

The DOCA communication team will manage and monitor its website, Facebook and other 
social media platforms. This includes: 
 

(a) Developing internal rules about online/internet engagement; 
(b) Creating a content calendar for postings on Facebook; 
(c) Managing the contents of the website; 
(d) Conducting online campaigns to boost visibility; 
(e) Tracking statistics and reporting; and 
(f) Managing the existing DOCA online app. 

 
The DOCA communication team will try to cooperate with Facebook to produce Consumer Rights 
Facebook stickers. As Facebook usually approaches partners to develop such stickers, engaging 
with a party that already works with Facebook may be considered. 
 
Crisis Communication 
 
If problems arise that may threaten or harm consumers at large, DOCA should be able to respond 
appropriately and in a timely manner so as to minimize negative impacts. The key is to be prepared 
and formulate a suitable approach for crisis communication in such cases. 
 

Print and Printed Media 
 
The DOCA Headquarters and head offices in the States, Regions and the Union Territory 
are already printing a lot of communication materials and are regularly contributing to the 
Commerce Journal. 
 
Pro-active Media Communication 
 
DOCA should not only react to press attention but also strive to set the agenda proactively. 
In order to convey messages correctly in the media, DOCA will: 
 

(a) Improve relationships with the media;  
(b) Take control by organizing press briefings and sending out press releases;  
(c) Utilize the media network; and 
(d) Undertake media trainings. 

  



 

 11 

 

National Consumer Protection Programme (NCPP) of Myanmar 

Brand Development 
 
In order for the public to notice and know about DOCA, it is critical that good governance 
and good management practices are adopted. With this, DOCA will become a reliable 
agency which disseminates correct consumer information to the public. 
 
TV and Radio Talk Shows 
 
Millions of consumers watch television and listen to radio programmes every day in 
Myanmar. It is therefore important that DOCA establishes and promotes its media presence 
with core messages on consumer protection. In addition, DOCA will initiate TV and radio 
programmes on the State media channels (MRTV/MWD). 
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4. Market Surveillance 
 
Market surveillance is a tool or mechanism to protect consumers from unsafe, unhealthy and low-
quality goods and services. It is initiated with the following purposes in mind: 
 
(a) Protecting the consumers; 
(b) Ensuring a level playing field for businesses; and 
(c) Creating a reliable business environment. 
 
 
These aforementioned tasks are of equal importance and, if executed well, will create strong 
confidence among consumers and businesses, resulting in more robust and competitive markets 
where more goods and services will be produced and put into circulation. 
 
Depending on the institutional framework and planned activities, the following distinctive 
approaches to market surveillance may be pursued: 
 
 
(a) Reactive market surveillance; 
(b) Proactive market surveillance; 
(c) Product-focused market surveillance; 
(d) Risk-focused market surveillance; and 
(e) Business-focused market surveillance. 
 
 
Responsibilities of Market Surveillance Inspectors 
 
Market surveillance inspectors are responsible for conducting risk assessments of products before 
and after they are released in the market. Furthermore, they are tasked with investigating whether 
businesses violate existing laws and regulations. Findings will be reported the relevant head offices 
of DOCA in the States, Regions and Union Territory. 
 
Market surveillance inspectors are accountable for the efficiency and effectiveness of their activities 
which shall be performed in a non-discriminatory manner vis-à-vis locally-manufactured as well as 
imported products. In doing so, they need to adhere to applicable laws, regulations, and standard 
operating procedure (SOP) or guidelines. 
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Role of DOCA 
 
DOCA will carry out market surveillance tasks in line with the Consumer Protection Law 2019 by 
identifying prioritized categories of goods and services. Market surveillance activities will be 
implemented in priority sectors according to short- and long-term planning. When checking 
potentially unsafe goods to be recalled from the market, DOCA will take into consideration product 
characteristics, product-related hazards, identify hazards by testing while also accounting for 
standards, consumer usage and habits, injury scenarios, severity and probability of injury. DOCA 
will determine the kind of risk and risk-mitigating measures. To assess the severity of the risk, tests 
will be conducted based on the technical standards of relevant ministries. 
 
Market Surveillance 
 
The main tasks to be undertaken to ensure effective product safety and market surveillance: 
 
 
(a) Identification of product-related hazards and assessment of the associated risk levels; 
(b) Implementation of practical market surveillance activities; and 
(c) Implementation of market surveillance activities at the national and regional levels, along with 

the development of appropriate tools for drafting, implementing and monitoring annual market 
surveillance plans. 

 
 
DOCA will conduct training programmes and prepare the necessary tools for the market inspectors 
in charge of market surveillance, based on the Consumer Protection Law 2019. 
 
Prioritization 
 
Due to the large amount of different products in the market, it is impossible to cover everything all 
at once. It is therefore necessary to prepare plans for targeted market surveillance activities and to 
allocate or share resources efficiently in the identified priority sectors. 
 
Planning 
 
Market surveillance consists of a number of processes that need to be carefully devised in order to 
ensure overall efficiency. This includes: 
 
 
(a) Inspection: 
(b) Sampling: 
(c) Laboratory testing; 
(d) Evaluating results; and  
(e) Legal follow-up. 
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5. Consumer Redress  
 
DOCA will formulate a consumer redress programme aimed at protecting consumer rights and 
interests, as well as redressing consumer losses and damages in a timely manner and within a 
legal framework. DOCA will also update the current alternative dispute resolution (ADR) system, 
set up a national online dispute resolution (ODR) system to allow for complaints-handling in a more 
time- and cost-effective manner, as well as promote the establishment of ASEAN ODR Network 
with a view towards facilitating cross-border consumer dispute resolution across the region. 
 
Myanmar Consumer Protection Commission (MCPC) 
 
According to the Consumer Protection Law 2019, the MCPC is the highest authoritative body in 
Myanmar, responsible for formulating consumer protection policies and supportive measures. In 
order to carry out consumer protection actions across the country, Consumer Affairs Committees 
have been established in the States, Regions and the Union Territory. Furthermore, it is planned 
to establish district-level Consumer Affairs Committees in the States, Regions and the Union 
Territory. 
 
Department of Consumer Affairs (DOCA) in the States, Regions and the Union 
Territory 
 
The DOCA Headquarters and head offices in the States, Regions and the Union Territory are 
responsible for settling consumer complaints through mediation. The head offices of DOCA in the 
States, Regions and the Union Territory are required to follow up on complaints submitted to DOCA 
Headquarters and the relevant committees. If businesses fail to comply with the provisions of 
Section 21 (Duties of Entrepreneurs), Sections 24 and 25 (Consumer Rights regarding Warranty 
of Goods), and Section 27 (Consumer Rights regarding Warranty of Services), head offices in the 
Union Territory, States and Regions may impose the administrative penalties in accordance with 
Section 52 of the Consumer Protection Law 2019: 
 
 
(a) Warning; 
(b) Repair; 
(c) Replace; and  
(d) Refund. 
 
 
Consumer Affairs Committees 
 
The Consumer Affairs Committees will seek advice from relevant ministries and governmental 
agencies when carrying out consumer protection actions, if necessary. 
 
The Committees may also confer upon an investigative body to investigate and verify the accuracy 
of information related to the disputed goods or services, as well as the harm(s) caused to 
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consumers and their properties. The Committees then would make their decisions based upon the 
facts gathered and verified by the investigation body in accordance with existing laws and 
regulations. 
 
If the Committees, following the investigation, find that the businesses have failed to comply with 
the provisions of the Consumer Protection Law 2019, they may impose any one or more of the 
following administrative penalties, except for the provisions of Sections 21, 24, 25 and 27 and 
restrictions mentioned in Chapter 23: 
 
 
(a) Remedies for damages; 
(b) Fines; 
(c) Prohibiting the sale of the disputed goods/services for a definite period of time; and 
(d) Coordinating with relevant ministries, if required, to temporarily or permanently revoke the 

business license(s). 
 
 
Lodging a Complaint 
 
Any consumer in Myanmar has the right to lodge a complaint either in person, through non-
governmental consumer associations, by phone, per mail or email, or through the DOCA website 
and Facebook. 
 
Creating Complaint Files 
 
The Consumer Information and Complaints Centers (CICC) in the States, Regions and the Union 
Territory will keep records of all consumer complaints and submit monthly summaries of complaints 
information and statistics to the DOCA Headquarters. All the complaints received and summary 
reports about the actions taken during the previous month will be sent to the DOCA Headquarters 
with a specific deadline. The head offices of DOCA in the States, Regions and the Union Territory 
are also required to send regular reports about the actions taken on consumer complaints to the 
DOCA Headquarters. 
 
Role of the CICC 
 
The CICC are required to submit the reports on the enquiries, complaints they received and 
handled to the DOCA Headquarters, in accordance with the mandate of the head offices in the 
States, Regions and the Union Territory. In order to disseminate the information to consumers and 
to facilitate the lodging of complaints, the CICC will be upgraded, if necessary. 
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In the future, the Consumer Affairs Committees and the head offices of DOCA in the States, 
Regions and the Union Territory will cooperate with non-governmental consumer associations to 
offer consumer consultation and mediation. In addition to the existing complaints system, DOCA 
will also handle complaints received via the hotline, call center, and other consumer-friendly tools.  
 
Standard Operation Procedure (SOP) on Consumer Dispute Resolution 
 
The head offices of DOCA in the States, Regions and Union Territory will devise a standard 
operating procedure (SOP) for consumer dispute resolution so that consumer complaints can be 
handled effectively and systematically. 
 
Online Dispute Resolution (ODR) System 
 
A national ODR System will be updated in order to handle consumer disputes in a more time- and 
cost-effective manner, which is in line with current trends. In addition, in accordance with Goal 3 of 
the ASEAN Strategic Action Plan on Consumer Protection (ASAPCP) 2016-2025, an ASEAN ODR 
Network will be established in cooperation with other ASEAN Member States, with a view towards 
enhancing consumer confidence in cross-border commercial transactions and the ASEAN 
Economic Community (AEC). 
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Conclusion 
 
The National Consumer Protection Programme (NCPP) serves to steer and support consumer 
protection actions across the country. Effective collaboration between DOCA, relevant 
governmental agencies and non-governmental consumer associations in the implementation of 
strategic measures under the NCPP will help increase and improve consumer empowerment, 
enable consumers to effectively exercise their rights and stay protected against unsafe goods and 
services. DOCA will undertake the utmost efforts to further strengthen the consumer community 
through consumer protection programmes similar to the NCPP, taking into account the outcomes 
or results of the NCPP. This acknowledges that all stakeholders play a crucial role in contributing 
to consumer programmes or activities in the future, based on their experiences in the 
implementation of the NCPP. 
 

***** 
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ACTION PLAN FOR IMPLEMENTING THE NATIONAL CONSUMER PROTECTION PROGRAMME (NCPP) 
2021 -2025 

 
The following action plan sets out the strategic measures and specific action lines under the National Consumer Protection Programme (NCPP) 
of Myanmar for the next five years (2021-2025). DOCA, as the focal point for consumer affairs, will cooperate and collaborate with relevant 
governmental agencies and non-governmental consumer associations to ensure the effective and efficient implementation of the NCPP.  
 

No. Strategic 
Measures 

Description Priority 

(H, M, L) 

Success 
Indicators 

Time 

Frame 

Resources Responsible 
Agencies 

1 Developing and Supporting Consumer Protection Policies 
1.1 Development of a 

Consumer 
Protection 
Framework in E-
Commerce  

The ASEAN Strategic 
Action Plan on Consumer 
Protection (ASAPCP) 
2016-2025 identifies 
consumer protection in e- 
commerce as an important 
measure for Member 
States. A regulatory 
framework for 
entrepreneurs and basic 
principles for the 
protection of consumer 
rights and interests will be 
adopted.  

H Orders and/or 
directives on 
Consumer 
Protection and 
Guidelines on 
E-commerce, 
as well as 
Guidelines for 
Data Privacy in 
E-Commerce 
are adopted as 
part of the Law 
on E-
Government.  

2021 MOTC, MOC, 
MOPFI, CBM, 
technical 
assistance from 
development 
partners 

DOT, DOCA, 
FRD  

1.2 Review of the 
implementation of 
the Consumer 
Protection Law 
2019 every 5 years, 
and development of 

Based on the experiences 
and lessons learnt from 
the mid-term review of the 
law, and in line with 
international best 
practices as well as 

M The existing 
Consumer 
Protection Law 
is revised and, 
if necessary, a 

2022-
2025 

Relevant 
governmental 
agencies, 
technical 
assistance from 

DOCA 
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No. Strategic 
Measures 

Description Priority 

(H, M, L) 

Success 
Indicators 

Time 

Frame 

Resources Responsible 
Agencies 

proposals its 
amendment 

ASEAN guidelines, the 
Consumer Protection Law 
2019 will be revised. 

new law 
adopted.  

development 
partners 

1.3 Consumer policy 
research, trainings 
and workshops to 
build capacities in a 
progressive manner 

Trainings, workshops and 
research activities are 
implemented in order to 
raise consumer 
awareness and promote 
sustainable consumption 
practices. 

H Review of the 
results of 
research as 
well as 
capacity 
building 
activities 
(trainings and 
workshops). 

2021-
2025 

Relevant 
governmental 
agencies, 
NGOs, technical 
assistance from 
development 
partners 

DOCA and other 
relevant 
ministries 

1.4 Adoption of orders, 
directives and/or 
procedures on 
misleading 
advertising 

The Consumer Protection 
Law 2019 already 
possesses provisions 
regarding advertising, but 
greater detail and 
guidance are required. 

H Orders, 
directives 
and/or 
procedures on 
misleading 
advertising are 
adopted. 

2021-
2022 

MOC, MOI, 
MOHT, other 
relevant 
governmental 
agencies, 
technical 
assistance from 
development 
partners 

DOCA and other 
relevant 
ministries  

1.5 Development of 
orders, directives 
and/ or procedures 
on unfair contract 
terms  

It is necessary to ensure 
that consumers are aware 
of unfair contract terms 
and businesses avoid the 
unfair contract terms when 
drafting consumer 
contracts. 

M Orders, 
directives 
and/or 
procedures on 
unfair contract 
terms are 
adopted. 

2023-
2025 

MOC, Union 
Attorney General 
Office, PPP, 
ACCP 

DOCA, MOC 
(Competition 
Commission) 
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1.6 Development of 
quality standards for 
priority products 
and services  

The adoption of standards 
by the industry ensures 
that safe and high-quality 
goods and services are 
provided to consumers. 
Standards also facilitate 
the consumer dispute 
resolution.  

H Various quality 
standards for 
priority 
products and 
services are 
adopted and 
applied. 

2021-
2025 

DRI, MOPFI, 
MOEE, CI, 
DOCA  

MOE, MOPFI, 
DOCA and other 
relevant 
ministries 

1.7 Establishment of an 
integrated 
information platform 
for consumer 
protection-related 
activities 

An integrated information 
platform for consumer 
education, product safety 
issues and consumer 
complaints (hotline, 
website, database, 
software, monitoring 
system, etc.) is required to 
connect all relevant 
agencies (or at least the 
contact points) and 
organizations 
(governmental and non-
governmental). 

M Integrated 
information 
platform for 
consumer 
protection-
related 
activities is 
designed, 
tested and put 
into operation. 

2023-
2025 

Relevant 
governmental 
agencies, 
NGOs, technical 
assistance from 
development 
partners 

DOCA and other 
relevant 
ministries 

1.8 Development of 
orders, directives 
and/or procedures 
on financial 
consumer 
protection in 

Consumers should 
receive comprehensive 
information from service 
providers before 
concluding a contract. 
They should be able to 

M Orders, 
directives 
and/or 
procedures on 
financial 
consumer 

2023-
2025 

CBM, MOPFI, 
technical 
assistance from 
development 
partners 

CBM, DOCA, 
FRD and other 
relevant 
ministries 
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cooperation with 
relevant ministries 

withdraw from a contract 
during a cooling-off 
period. Businesses should 
refrain from engaging in 
abusive marketing 
practices or forcing 
consumers into buying a 
service they have not 
solicited. This includes 
practices, such as 
unsolicited phone calls 
and e-mails. Consumers 
should be protected from 
irresponsible marketing of 
financial services which 
could cause consumer 
indebtedness. 

protection are 
developed in 
cooperation 
with relevant 
ministries. 
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Agencies 

1.9 Incorporation of 
provisions 
concerning the 
rights of passengers 
in bus and coach 
transport, of 
railways 
passengers, of 
passengers 
travelling by air, by 
sea and inland 
waterway in 
relevant sectoral 
laws 

The legitimate rights of 
passengers / consumers, 
such as the right to safety, 
right to choice, right to 
quality service, and right 
to be financially 
compensated in the case 
of cancellation, etc. should 
be addressed in the 
respective sectoral laws. 

M Sectoral 
transportation 
laws (land 
transport, 
railways, 
aviation, inland 
waterways, 
etc.) comprise 
provisions 
recognising the 
legitimate 
rights of 
passengers / 
consumers. 

2023-
2025 

MOTC, 
Development 
Committees / 
Organizations 
(Municipalities),
MOHT 

DOCA, MOTC, 
Development 
Committees / 
Organizations 
(Municipalities), 
MOHT 

2 Consumer Education 
2.1  Development of an 

advocacy kit on the 
contents of the 
Consumer 
Protection Law 
2019 

The main contents of the 
Consumer Protection Law 
2019 need to be explained 
to consumers and 
businesses so that they 
fully understand their 
rights and obligations. 

H The advocacy 
kit (brochures, 
leaflets, FAQs, 
booklets, etc.) 
is developed 
and used in 
different 
advocacy 
events. 

2021-
2025 

Relevant 
governmental 
agencies, 
NGOs, technical 
assistance from 
development 
partners 

DOCA, MCU 
and other 
consumer 
protection 
associations 
 

2.2 Education of 
consumers about 
food safety and 
food labels 

Consumers must be 
informed about the impact 
of different types of food, 
food quality and food 

H Consumers 
are properly 
educated 
about food 

2021-
2025 

Relevant 
governmental 
agencies, 
NGOs, technical 

FDA, DOCA, 
MCU, FOSTA 
and other 
consumer 
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ingredients on their health; 
they also need to be able 
to read and understand 
food labels. 

safety and 
food labels. 

assistance from 
development 
partners 

protection 
associations 
 

2.3 Education of 
consumers about 
drug use and drug 
labels  

Consumers must be 
informed of the impact of 
different types of drugs 
and their usage on their 
health; they also need to 
be able to read and 
understand drug labels. 

H Consumers 
are properly 
educated 
about drug use 
and drug 
labels. 

2021-
2025 

Relevant 
government 
agencies, 
NGOs, technical 
assistance from 
development 
partners 

FDA, 
Department of 
Public Health, 
DOCA, MCU 
and other 
consumer 
protection 
associations  

2.4 Development of 
training guidelines 
for consumer 
education activities  

Such guidelines can be 
utilized by DOCA staff and 
other training participants 
to render training activities 
more effective.  

H A Monitoring 
and Evaluation 
(M&E) 
framework is 
designed to 
monitor the 
effectiveness 
of consumer 
education 
activities. 

2021-
2022 

Relevant 
governmental 
agencies, 
NGOs, technical 
assistance from 
development 
partners 

DOCA, MCU 
and other 
consumer 
protection 
associations 
 

2.5 Raising consumer 
awareness and 
promoting 
sustainable 
consumption 
practices 

Consumers should be 
aware of the impacts of 
their consumption 
behaviours on the 
economy and 
environment.  

M Educational 
and 
informational 
materials on 
sustainable 
consumption 

2023-
2025 

Relevant 
governmental 
agencies, 
NGOs, technical 
assistance from 

DOCA and 
MONREC 
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are designed 
and used in 
relevant 
workshops and 
campaigns.  

development 
partners 

2.6 Action Plan for 
improving the 
financial literacy 
and consumer 
protection 

Consumers should 
possess basic financial 
literacy and be aware 
about basic financial 
services available in the 
market, in order to assert 
their rights and avoid 
indebtedness or 
insolvency. 

H Action Plan for 
improving the 
financial 
literacy of 
consumers is 
developed. 

2021-
2022 

Relevant 
governmental 
agencies, 
NGOs, technical 
assistance from 
development 
partners 

CBM, FRD and 
DOCA 
 

2.7 Teaching consumer 
protection as a 
subject in schools at 
all levels 

Consumer protection 
should be taught as a 
subject in primary, 
secondary and high 
schools, so that 
consumers and 
entrepreneurs are 
informed from a young 
age. 

H Textbooks on 
consumer 
protection are 
developed and 
applied in 
schools at all 
levels. 

2021-
2023 

Relevant 
governmental 
agencies, 
NGOs, technical 
assistance from 
development 
partners 

MOE, DOCA 
and other 
consumer 
protection 
association 

3 Communication and Cooperation 
3.1 Establishment of 

consumer contact 
points between 
MOPFI and DOCA 

A communication channel 
between relevant 
governmental agencies is 
important to ensure that 

H Contact points 
between 
ministries 
/regulators are 

2021 MCPC DISI and DOCA 
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consumer issues and 
concerns in specific 
sectors are adequately 
and timely addressed. 

established 
and fully 
operational. 

3.2 Establishment of 
consumer contact 
points between FDA 
and DOCA 

A communication channel 
between relevant 
governmental agencies is 
important to ensure that 
consumer issues and 
concerns in specific 
sectors are adequately 
and timely addressed. 

H Contact points 
between 
ministries/ 
regulators are 
established 
and fully 
operational. 

2021 MCPC FDA and 
DOCA 

3.3 Establishment of 
consumer contact 
points between 
MOTC and DOCA 

A communication channel 
between relevant 
governmental agencies is 
important to ensure that 
consumer issues and 
concerns in specific 
sectors are adequately 
and timely addressed. 

H Contact points 
between 
ministries/ 
regulators are 
established 
and fully 
operational. 

2021 MCPC MOTC and 
DOCA 

3.4 Communication and 
Cooperation with 
the Ministry of 
Information (MOI) 
and DOCA 

Cooperation and 
collaboration with the MOI 
is necessary in order to 
support notifications to 
DOCA and promote 
consumer protection 
activities to the public via 
state-owned media. 

H Contact points 
between 
ministries/ 
regulators are 
established 
and fully 
operational. 

2021 MCPC MOI and DOCA 



 

 
26 

 

No. Strategic 
Measures 

Description Priority 

(H, M, L) 

Success 
Indicators 

Time 

Frame 

Resources Responsible 
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3.5 Communication and 
Cooperation with 
the Development 
Committees/ 
Organizations 
(Municipalities) 

Cooperation and 
collaboration with the 
Development Committees/ 
Organizations 
(Municipalities) is 
necessary to prevent 
unsafe goods from being 
placed in the market. 

H Contact points 
are established 
and fully 
operational. 

2021-
2025 

Consumer 
Affairs 
Committees in 
States / Regions 
and Districts 

Development 
Committees / 
Organizations 
(Municipalities) 
and DOCA 
(Head Offices) in 
States / Regions 
and Districts 

3.6 Communication and 
Cooperation with 
the Central Bank of 
Myanmar (CBM)  

Cooperation and 
collaboration with the 
CBM is necessary for 
consumer protection in 
financial services. 

H 
 

Contact points 
are established 
and fully 
operational. 

2021 MCPC CBM, MOPFI 
and DOCA 

3.7 Communication and 
Cooperation 
between consumer 
protection 
associations, 
including MCU, and 
DOCA 

Cooperation and 
collaboration between 
consumer protection 
associations, including 
MCU, and DOCA is 
necessary to ensure that 
consumer complaints 
could be handled 
effectively. 

H Two-way 
communication 
channels are 
established 
and fully 
operational. 

2021-
2025 

MCPC Consumer 
associations, 
including MCU, 
and DOCA 

3.8 Development of a 
bilingual (Myanmar 
and English), 
interactive website 
on consumer 
protection, operated 

The website serves as the 
information hub for all 
relevant governmental 
agencies, consumers and 
businesses where they 
can find information about 

H The website is 
set up and fully 
operational, as 
well as 
regularly 
updated. 

2021-
2023 

DOCA, technical 
assistance from 
development 
partners 

DOCA 



 

 
27 

 

No. Strategic 
Measures 

Description Priority 

(H, M, L) 

Success 
Indicators 

Time 

Frame 

Resources Responsible 
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and maintained by 
DOCA 
(www.doca.gov.mm)  

the Consumer Protection 
Law, the redress system, 
and other resources. 
Consumers should also 
be able to lodge a 
complaint through the 
website, as well as track 
its progresses/results. The 
website should also serve 
as the official 
communication channel of 
DOCA, where its structure 
and mandate, vision and 
mission, and actions are 
explained and 
transparently 
communicated.   

3.9 Consumer advice, 
programmes, 
columns or sections 
in the mass media 
(newspapers, radio, 
television) 

Consumers should have 
access to regular 
consumer information or 
columns in the mass 
media. DOCA should 
publish newspaper articles 
related to consumer 
protection issues and 
contribute to TV/radio 
programmes. 

H Consumer 
advice, 
programmes, 
columns or 
sections are 
conceptualized 
and carried out 
in cooperation 
with the mass 
media.  

2021-
2025 

DOCA, technical 
assistance from 
development 
partners 

DOCA, MOI and 
development 
partners 
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3.10 Official social media 
channel for 
consumer education 
programmes 

Most consumer protection 
agencies possess an 
official social media 
channel of their own to 
disseminate information to 
consumers at large about 
relevant issues, and to 
conduct online 
campaigns. 

H DOCA’s official 
social media 
channel is 
created and 
fully functional. 

2021-
2025 

DOCA, technical 
assistance from 
development 
partners 

DOCA, MOI and 
development 
partners 

3.11 Adoption of 
Myanmar 
Consumer Rights 
Day [e.g. on the 15th 
of March]  

World Consumer Rights 
Day (WCRD) is celebrated 
on 15 March with different 
themes each year; 
likewise, Myanmar 
Consumer Rights Day will 
be celebrated every year, 
highlighting key priority 
issues for consumers and 
to implement consumer 
protection actions more 
effectively. 

M Myanmar 
Consumer 
Rights Day is 
adopted and 
celebrated 
each year. 

2023-
2025 

DOCA, technical 
assistance from 
development 
partners 

DOCA, MOI and 
development 
partners 

4 Market Surveillance 
4.1 Development of a 

market surveillance 
unit within DOCA 

Products (or product 
categories) for which there 
has been a high level of 
product-related injuries 
have been recorded or a 
high level of consumer 

H A market 
surveillance 
unit is 
established 
within DOCA 
and Work 

2021-
2022 

Consumer 
Affairs 
Committees 

DOCA and other 
relevant 
ministries 
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complaints are lodged, will 
be selected for market 
surveillance (inspection, 
sampling, laboratory 
testing, evaluating results 
and legal follow-up, if 
necessary). Depending on 
the chosen priority, 
representative(s) of other 
relevant governmental 
agencies will be engaged  

processes 
(Standard 
Operating 
Procedures-
SOP) for the 
unit are fully 
operational. 

4.2 Development of 
training kits based 
on the Consumer 
Protection Law 
2019 for officials 
and inspectors  

Officials/inspectors of 
DOCA need to be properly 
prepared concerning the 
requirements of the Law 
on Consumer Protection, 
as well as other relevant 
knowledge and skills 
related to product safety 
and market surveillance 
issues. 

H Training 
materials/ kits 
are developed, 
tested and 
applied.  

2021-
2025 

DOCA, technical 
assistance from 
development 
partners  

DOCA 

4.3 Development of a 
database on 
product-related 
injuries 

It is important to create a 
database on product-
related injuries in order to 
plan and conduct market 
surveillance activities for 
effective, and to prevent 
unsafe products from 

H Methodologies 
for data 
collection and 
assessment 
are developed, 
and the 
database is 

2021-
2025 

Relevant 
public/private 
agencies 

DOCA 
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being placed in the 
markets. 

established 
and fully 
operational. 

5 Consumer Redress 
5.1 Development of 

Standard Operating 
Procedures 
[Manual] on 
consumer 
complaints-handling  

This ensures that 
consumer complaints are 
handled by responsible 
officials systematically and 
effectively. 

H The SOP 
[Manual] is 
developed and 
pilot-tested.  

2021-
2022 

DOCA, technical 
assistance from 
development 
partners 

DOCA 

5.2 Capacity building 
for inspectors and 
mediators on 
consumer 
complaints-handling 

Officials/inspectors of 
DOCA will handle 
consumer complaints in a 
competent manner. 

H Trainings are 
conducted 
regularly by 
using the SOP 
[Manual]. 

2021-
2025 

DOCA, technical 
assistance from 
development 
partners 

DOCA 

5.3 Infrastructure 
development for 
Consumer 
Information and 
Complaint Centres 
(CICC) 

The network of CICCs 
needs to be upgraded to 
serve the needs of 
consumers throughout the 
country, to allow not only 
for lodging a complaint, 
but also to provide advice 
on consumer-related 
matters.  

H CICCs are 
upgraded and 
fully 
developed. 

2021-
2025 

DOCA, technical 
assistance from 
development 
partners 

DOCA 

5.4. Establishment of 
National Online 

This serves to facilitate 
the resolution of consumer 
dispute issues in a time- 

M National 
Online Dispute 
Resolution- 

2022-
2023 

DOCA, technical 
assistance from 

DOCA 
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Dispute Resolution 
(ODR) system 

and cost- effective 
manner.  

ODR system is 
developed. 

development 
partners 

5.5 Availability of 
consumer 
advocates/ activists 
to working in 
cooperation with 
non-governmental 
consumer 
protection 
associations to 
assist with 
consumer redress 

Volunteers or members of 
consumer associations / 
organizations need to be 
trained on various skills 
and knowledge to cater to 
consumer needs, 
particularly concerning 
redress. 

M Training 
materials/kits 
are developed, 
tested and 
applied. 

2023-
2025 

DOCA, technical 
assistance from 
development 
partners 

DOCA, MCU 
and other 
consumer 
protection 
associations 

5.6 Establishment of 
ASEAN Online 
Dispute system 
under goal 3 of 
ASAPCP 2016-
2025 

According to the goal 3 of 
ASAPCP 2016-2025, 
ASEAN Online Dispute 
Resolution system is 
established in order to 
facilitate cross- border 
consumer complaints and 
consumer disputes 
effectively and smoothly. 

M The settlement 
of cross- 
border 
consumer 
disputes via 
ASEAN Online 
Dispute 
Resolution 
system is 
developed. 

2023-
2025 

Development 
partners, ACCP 

DOCA 
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