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ABSTRACT: The purpose of study is to review the performance of consumer protection guarantee
institutions and their role in protecting consumer rights. National development is manifested through a
democratic economic development system so that it is able to grow and develop the world to produce goods
and services that are suitable for consumption by the community. The study used qualitative approach. The
approach used descriptive analysis with literature study review. The result of study that there are several
institutions authorized to protect consumers. They are National Consumer Protection Agency, Non-
Governmental Consumer Protection Agency, Indonesian Consumers Foundation, Consumer Dispute
Settlement Agency. These consumer protection institutions have their own roles in providing protection to
consumers, such as receiving complaints about consumer protection from the public, collaborating with
relevant agencies in an effort to realize consumer protection, supervising the implementation of consumer
protection and resolving disputes related to consumer protection.
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1. Introduction

The terms of sale and purchase are known by the existence of two parties, namely
producers (people who make or produce a product), and consumers (people who use the
results of production goods). Sometimes manufacturers are not always directly connected
directly to consumers. They need a third party who acts as a seller as well as promoting the
product. In today's technological sophistication, promotion can be through mass media or
electronic media (digital media). Not infrequently they also meet through these media until
they transact through digital media e-commerce (Harianto et al., 2020; Oktaputriviant,
2018). This is essential, especially in the online transaction era (Internet-based) because it
IS minimize face-to-face buying, then technology is a solution to keep the communicating
and process of transaction (Hastuti & Setyawan, 2021).

The definition of a consumer can mean as a service user. In Law No. 8 of 1999
concerning consumers are the last chain in the product flow after producers and
distributors (Budiman & Samani, 2021; Nastiti & Abdu, 2020; Setyawan, 2020).
Consumer protection is very important for the seller as a business actor, because it can
prevent sellers from doing things that are prohibited by law and can also prevent losses to
the buyer, namely the consumer (Wijayati et al., 2019; Karyoto 2020). If someone
understands consumer protection law, they will not violate the law that has been made with
the aim of protecting consumers (Ramkissoon et al., 2020; Puspitasari et al., 2020;
Setyawan, 2017)

Consumer protection is the entire regulation and law that regulates give interests of
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consumers (Setyawan & Nawangsari 2021). This can be in all buying and selling
transactions, in person or online as is now increasingly prevalent. Even though there are
transactions that are not face-to-face, consumers are still entitled to get goods according to
prior notification or goods as promised (Beaven et al., 2014). Consumers are divided into 2
types, namely: Individual Consumers and Organizational Consumers (Shalahuddin et al.,
2021; Saptaria, 2021).

Consumer rights are rights that every consumer has. Rights as consumers are
regulated in the Consumer Protection Law Number 8 of 1999 concerning Consumer
Protection of the Republic of Indonesia which is based on the 1945 Constitution Article 5
paragraph (1), Article 21 paragraph (1), Article 27, and Article 33 which can be known as
following: 1) The right to choose goods. Consumers have full rights in choosing goods that
will later be used or consumed. 2) Right to compensation and compensation. Consumers
have the right to receive compensation or compensation for losses they receive in a sale
and purchase transaction. 3) The right to obtain appropriate goods/services. Consumers
have the right to get products and services in accordance with a written agreement. 4) The
right to receive the truth of all definite information. The most important thing for
consumers is to know what information is related to the product they buy. 5) Service rights
without discrimination (Indonesia, 1999; Rifai, 2020).

Based on the discussion above researcher want to review from literature and legal
regulation of protection customers’. In Indonesia, what types of institutions are focused on
protecting consumer rights and their roles?

2. Material and methods

The study used qualitative approach. The approach used descriptive analysis with
literature study review. According to Bito et al., (2021; Sari 2021), literature study focuses
analysis knowledge on a particular topic. Moleong (2021) stated that a literature study
aimed to analyze documents and article through summary, classification and comparison of
research studies, reviews of literature and theoretical from experts.

3. Results and Discussion

Result determination, in Article 2 of UUPK 8/1999, with the following explanation.
1) Benefit Principle Consumers as well as business actors or producers are entitled to
receive the benefits provided. 2) The Principle of Justice Consumers and
producer’s/equitable manner. 3) Principle of Balance, a reference to consumer protection
laws. 4) The principle of safety and security of consume. 5) Principle of Legal Certainty, a
provision of legal certainty for producers and consumers in complying with and carrying
out legal regulations with what are their rights and obligations(Herry Setyawan et al.,
2019; Nasution, 2019).

Consumer protection give customer enjoy feel. In an effort to carry out consumer
benefit activities, institutions or agencies are needed that become a forum for consumers.
Institutions or agencies in consumer protection, among others:
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1) National Consumer Protection Agency

2) Non-Governmental Consumer Protection Agency
3) Indonesian Consumers Foundation

4) Consumer Dispute Settlement Agency

Consumer protection institutions have their own roles in terms of consumer protection,

namely:

1) National Consumer Protection Agency

The functions and roles of BPKN are regulated in Article 34 of the UUPK.

The role of NCPA in terms of consumer protection, among others:

It can conduct surveys concerning consumer needs to protection their privacy
satisfied.

disseminate information through the media regarding consumer protection
provide suggestions protection.

2) Non-Governmental Consumer Protection Agency

Its role is to provide protection to consumers from soaring prices on the internet

which can be found in Article 44 paragraph (4) of the UUPK, Christina &
Fahamsyah, (2018) including:

It can disseminate of consumers in consuming goods and/or services.

provide advice to consumers who need it.

cooperate with relevant agencies in an effort to realize consumer protection.
assist consumers in fighting for their rights, including receiving consumer
complaints or complaints

carry out the community on the implementation of consumer protection.

3) Indonesian Consumers Foundation (ICF)

The role of ICF in providing protection to consumers, according to Indah
Sukmaningsih, (1998), is "to make the situation more favorable to consumers
with the results of surveys and research conducted, trying to change the
situation through dialogue with decision makers and consumers to solve their
problems with the government (DEWI, 2017).

4) Consumer Dispute Settlement Agency (CDSA)

The agency or institution that has the most important role if there are
consumers who need protection from soaring prices on the internet is the
Consumer Dispute Resolution Agency (Samosir, 2018; Saptaria & Setyawan,
2021). The duties and authorities of BPSK are stated in Article 52 of the
UUPK. In Article 54 paragraph (1), paragraph (2), paragraph (5), and
paragraph (11). The UUPK stipulates that, in resolving consumer disputes, an
Assembly consisting of at least 3 (three) members is formed, assisted by a
clerk. The decision handed down by the BPSK Assembly is final and
binding. Sanctions imposed for violations of UUPK are administrative
sanctions and criminal sanctions, the existence of these two sanctions is
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expected to have a deterrent effect so that there are no more violations to
consumers, so that consumers get the rights they should as consumers.

Electronic contracts and consumer protection under UU ITE and PP PSTE

Even though buying and selling transactions are carried out online, based on the
ITE Law and PP PSTE, they are still recognized as legal and accountable
electronic transactions. Approval to purchase goods online by means of
approval of the transaction is a form of acceptance which expresses approval
in the agreement on electronic transactions (Rifai et al., 2020). The act of
acceptance is usually preceded by a statement of approval of the terms and
conditions of buying and selling online which can also be said as a form of
electronic contract. An electronic contract is considered valid if:

e There is an agreement between the parties

e Conducted by a competent legal subject or authorized to represent in
accordance with the provisions of the legislation

e There are certain things

e The object of the transaction must not conflict with the laws and
regulations, decency, and public order.

The electronic contract must at least contain:

Identity data of the parties
Obijects and specifics
Electronic transaction requirements
Prices and fees
Procedure in case of cancellation by the parties
Provisions that give the injured party the right to be able to return the goods
and/or request a replacement of the product in the event of a defect
e Choice of legal electronic transaction settlement
Thus using the ITE Law and/or PP PSTE as a legal basis in solving problems.

4. Conclusions

It can be concluded that There are several institutions authorized to protect
consumers, including NCPA, NGCPA, ICF and CDSA (Alfian, 2019; Tobing, 2019).
These consumer protection institutions have their own roles in providing protection to
consumers, such as receiving complaints about consumer protection from the public,
collaborating with relevant agencies in an effort to realize consumer protection,
supervising the implementation of consumer protection and resolving disputes related to
consumer protection.

age ; -



ICIS 2021 2021 International Conference of Interdisciplinary Sciences

5.

References

Alfian, M. (2019). Menggugat Sifat Final dan Mengikat Putusan Perlindungan
Konsumen. Amnesti Jurnal Hukum, 1(2), 26-46.
http://jurnal.umpwr.ac.id/index.php/amnesti/article/view/658

Bito, G. S., Fredy, F., & Setyawan, W. H. (2021). Ethnomathematics: Design of Sabuk
Tradisional (Keru) Bajawa as A Learning Media For Elementary School.
ELEMENTARY: Islamic Teacher Journal, 9(1).
https://doi.org/http://dx.doi.org/10.21043/elementary.v9i1.9835

Budiman, A., & Samani, M. (2021). The Development of Direct-Contextual Learning: A
New Model on Higher Education. International Journal of Higher Education,
10(2), 15-26. https://doi.org/doi:10.5430/ijhe.v10n2p15

Christina, 1., & Fahamsyah, E. (2018). Perlindungan Konsumen Terhadap Hak
Konsumen Atas Keamanan Dalam Mengkonsumsi Barang Dari Tindakan
Pengoplosan  Beras.  Jurnal  Hukum  Adigama, 1(1), 1139-1163.
http://digilib.uinsgd.ac.id/9537/

DEWI, N. I. K. J. S. (2017). Peranan Yayasan Lembaga Konsumen Indonesia (YLKI)
Terhadap Perlindungan Konsumen Pengguna Liquefied Petroleum Gas (LPG).
JURNAL KERTHA WICAKSANA, 1(2).

Harianto, G. P., Rusijono, R., Masitoh, S., & Setyawan, W. H. (2020). Collaborative-
Cooperative Learning Model to Improve Theology Students’characters: Is it
Effective? Jurnal Cakrawala Pendidikan, 39(2).
https://doi.org/10.21831/cp.v39i2.31272

Hastuti, S. W. M., & Setyawan, W. (2021). Community Service in Study Potential
Technology of Education Tour and Business Prospects of Traders in Tulungagung.
Mitra  Mahajana: Jurnal Pengabdian Masyarakat, 2(2), 134-144.
https://doi.org/https://doi.org/10.37478/mahajana.v2i2.952

Herry Setyawan, W., Budiman, A., Septa Wihara, D., Setyarini, T., Nurdyansyah,
Rahim, R., & Barid Nizarudin Wajdi, M. (2019). The effect of an android-based
application on T-Mobile learning model to improve students’ listening competence.
Journal of Physics: Conference Series, 1175(1). https://doi.org/10.1088/1742-
6596/1175/1/012217

Indonesia, R. (1999). Undang-Undang No. 8 tahun 1999 tentang perlindungan
konsumen. Lembaran Negara RI Tahun, 8.

Karyoto, N., Sishiantoro, D., Setyawan, W. H., & Huda, M. (2020). Effectiveness Legal
Formal of Education Culture Heritage at Van Den Bosch Fort in Indonesian. B-
SPACE 2019: Proceedings of the First Brawijaya International Conference on
Social and Political Sciences, BSPACE, 26-28 November, 2019, Malang, East
Java, Indonesia,434.
https://books.google.co.id/books?id=VKUgEAAAQBAJ&dg=Effectiveness+Legal+Formal
+of+Education+Culture+Heritage+at+Van+Den+Bosch+Fort+in+Indonesian&Ilr=&hl=id&

ISSN: 2715-713X Page 197



ICIS 2021 2021 International Conference of Interdisciplinary Sciences

source=gbs navlinks s

Moleong, L. J. (2021). Metodologi penelitian kualitatif. PT Remaja Rosdakarya.

Nastiti, F. E., & Abdu, A. R. N. (2020). Kajian: Kesiapan pendidikan Indonesia
menghadapi era society 5.0. Edcomtech, 5(1), 61-66.
https://doi.org/10.17977/um039v5i12020p061

Nasution, A. H. (2019). The Right of Privacy and Freedom of the Press: The Concept of
Legal Justice in Indonesia. Hasanuddin Law Review, 5(1), 77-85.

Oktaputriviant, N. R. (2018). Analisis hidden curriculum di Jurusan Sastra Jerman
Universitas Negeri Malang/Nidia Rizgi Oktaputriviant. Universitas Negeri Malang.
http://repository.um.ac.id/12135/

Puspitasari, D., Praherdiono, H., & Adi, E. P. (2020). Pengembangan Suplemen
Augmented Reality Animation Pada Buku Mata Pelajaran Biologi Untuk Penguatan
Kognitif Siswa SMA. Jurnal Kajian Teknologi Pendidikan, 3(1), 29-39.
https://doi.org/http://dx.doi.org/10.17977/um038v3i12019p029

Rifai, M., Masitoh, S., Bachri, B. S., Setyawan, W. H., Nurdyansyah, N., & Puspitasari,
H. (2020). Using Electronic Design Automation and Guided Inquiry Learning
Model in Higher Engineering Education. Universal Journal of Educational
Research, 8(7), 2946-2953. https://doi.org/10.13189/ujer.2020.080723

Samosir, A. (2018). PENYELESAIAN SENGKETA KONSUMEN YANG
DILAKUKAN BADAN PENYELESAIAN PERLINDUNGAN KONSUMEN.
Legal Standing: Jurnal limu Hukum, 2(2), 133-142.
https://doi.org/10.24269/1s.v2i2.1245

Saptaria, L., & Setyawan, W. H. (2021). Desain Pembelajaran Technopreneurship Untuk
Meningkatkan Motivasi Berwirausaha Mahasiswa Uniska Kediri. Prima Magistra:
Jurnal IImiah Kependidikan, 2(1), 77-89.
https://doi.org/https://doi.org/10.37478/jpm.v2i1.880

Setyawan, W. (2017). THE IMPLEMENTATION OF AJEL APPROACH TO
ENGLISH TEACHING IN DECENTRALIZED BASIC EDUCATION PROJECT
SCHOOL: A CASE STuDY AT SDN KURUNGREJO Il PRAMBON
NGANJUK. Jurnal Pikir: Jurnal Studi Pendidikan Dan Hukum Islam, 3(2), 46-62.
http://ejournal.staida-krempyang.ac.id/index.php/pikir/article/view/22

Setyawan, W. (2020). Qualified Lecturers Must Update By Educational Technology. In
Initiative of Thoughts from Indonesia to the World of the Covid 19 era (pp. 175—
181). novateurpublication. https://novateurpublication.com/wp-
content/uploads/2020/09/28.-WAWAN-HERRY-SETYAWAN.pdf

Shalahuddin, Y., Rahman, F., & Setyawan, W. H. (2021). Pemodelan Simulasi Untuk
Praktikum Teknik Otomasi Industri Berbasis Matlab/Simulink Di SMKN 1 Kediri.
Jurnal Pelayanan Dan Pengabdian Masyarakat (Pamas), 5(1), 15-26.
https://doi.org/https://doi.org/10.52643/pamas.v5il.1061

Sukmaningsih, 1. (1998). Dimendi Pelayanan Publik dalam Masalah Perlindungan

age ; -



ICIS 2021 2021 International Conference of Interdisciplinary Sciences

Konsumen, dalam Percakapan tentang Pendidikan Konsumen dan Kurikulum
Fakultas Hukum. Editor Yusuf Sofie, YLKI USAID, Jakarta.

Tobing, D. M. L. (2019). Klausula Baku: Paradoks dalam Penegakan Hukum
Perlindungan Konsumen. Gramedia Pustaka Utama.

ISSN: 2715-713X Page 199



