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1 See: “Consumer Protection: Government Targets 200 BPSK by 2019”, in 
https://ekonomi.bisnis.com/read/20150513/12/432909/perlindungan-konsumen-governmental-targetkan-200-bpsk-pada- 2019. 

https://translate.google.com/translate?hl=id&prev=_t&sl=id&tl=en&u=https://ekonomi.bisnis.com/read/20150513/12/432909/perlindungan-konsumen-pemerintah-targetkan-200-bpsk-pada-2019
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2 For full discussion, see: Shidarta, “BPSK in the Middle of Shifting Budgetary Authority”, in https://business-
law.binus.ac.id/2017/11/30/bpsk-di-tengah-pergeseran-kewenangan-penganggaran/. 
3 Result of interview with Chairman of BPKN, Rolas Budiman Sitinjak, September 15, 2021. 
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4 This Presidential Regulation has a validity period of three years, from 2017 to 2019. Unfortunately, until now, the continuation of the 
Presidential Regulation regarding the national strategy for consumer protection has not been published for the next period. 
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5 Resolution 70/186 on Consumers Protection adopted by the General Assembly on December 22, 2015, available at 
https://unctad.org/system/files/official-document/ares70d186_en.pdf. 
6 For details see: https://aseanconsumer.org/. 

https://translate.google.com/translate?hl=id&prev=_t&sl=id&tl=en&u=https://unctad.org/system/files/official-document/ares70d186_en.pdf
https://translate.google.com/translate?hl=id&prev=_t&sl=id&tl=en&u=https://aseanconsumer.org/
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7 See: https://eur-lex.europa.eu/legal-content/EN/TXT/HTML/?uri=CELEX:32019L2161&from=EN#d1e1096-7-1. 
8 Sharing economy is an act of modernization of collaborative consumption. This is done in order to be able to provide access to all 
resources owned by the company that can be consumed or used together with other users (known as partners). See: Pia A. Albinsson and 
B. Yasanthi Perera (eds.), The Rise of the Sharing Economy: Exploring the Challenges and Opportunities of Collaborative Consumption, 
(California: Praeger, 2018). 

https://translate.google.com/translate?hl=id&prev=_t&sl=id&tl=en&u=https://eur-lex.europa.eu/legal-content/EN/TXT/HTML/%3Furi%3DCELEX:32019L2161%26from%3DEN%23d1e1096-7-1#d1e1096-7-1
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9 Sinai Deutch, Are Consumer Rights is Human Rights? Osgoode Hall Law Journal 32.3, 1994, p. 543. See also: Monika Jagielska and Mariusz 
Jagielski, Are consumer rights human rights? in James Devenney and Mel Kenny, European Consumer Protection, (Cambridge University 
Press, 2012, p. 343.        
10 Sinai Deutch, Ibid. 
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11 Ibid. p. 547. 
12 Ilias Bantekas, Consumer Rights as Human Rights, Cyprus Human Rights Law Review, 2012, p. 1.  
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13 Ibid, p. 3. 
14 Monika Jagielska and Mariusz Jagielski, Op.Cit., pp. 344-345. 
15 Eun Hae Choi, A Human Rights Approach to Consumer Safety and Well-being: the Balance between Deterring Violations of Consumer 
Rights and Promoting Free Trade, A thesis submitted to Auckland University of Technology, 2020, p. 7. 
16 Ibid.  
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17 President John F. Kennedy's statement to Congress in 1962 today marks a historic moment in relation to the birth of consumer policy. 
The speech was made in response to public outrage over the scandal over Thalidomide, a sedative drug used in the treatment of nausea 
in pregnant women. In the years following the widespread use of thalidomide in Europe, Australia, and Japan, about 10,000 children were 
born with phocomelia. Then this situation led to the prohibition of Thalidomide in most countries in 1961. The tragedy of Thalidomide 
was avoided in the United States because Frances Kelsey of the Food and Drug Administration withheld her approval, based on 
consideration of her concerns about damage to the patient's peripheral nervous system and the potential effects of the biologically active 
drug. The tragedy of Thalidomide also highlights the importance of rigorous and relevant testing of drugs before they are introduced to 
the market. See: James H. Kim and Anthony R. Scialli, Thalidomide: The Tragedy of Birth Defects and the Effective Treatment of Disease, 
Toxicological Sciences 122 (1), 1–6 (2011), p. 1.      
18 Iris Benöhr, EU Consumer Law and Human Rights, (Oxford: Oxford University Press, 2013), p. 13.  
19 Ibid. 
20 Brian Johnson, Toward a 21st century approach to consumer protection, 2018, https://www.consumerfinance.gov/about-
us/newsroom/toward-21st-century-approach-consumer-protection/, accessed October 18, 2021. 

https://translate.google.com/translate?hl=id&prev=_t&sl=id&tl=en&u=https://www.consumerfinance.gov/about-us/newsroom/toward-21st-century-approach-consumer-protection/
https://translate.google.com/translate?hl=id&prev=_t&sl=id&tl=en&u=https://www.consumerfinance.gov/about-us/newsroom/toward-21st-century-approach-consumer-protection/
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21 Peter Cartwright, Consumer Protection and the Criminal Law: Law, Theory, and Policy in the UK, (Cambridge: Cambridge University 
Press, 2009), p. 2. 
22 Robin Simpson, et.al., Manual on Consumer Protection, UNCTAD, 2016, p. 6.  
23 Bastian Schuller, The definition of consumers in EU consumer law, in James Devenny and Mel Kenny, European Consumer Protection: 
Theory and Practice, (Cambridge: Cambridge University Press, 2012), p. 124. 
24 Cho., Op.Cit., p. 11.  
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25 Benöhr, Op.Cit., pp. 13-14.   
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26 Ibid., p. 54.  
27 Ibid. 
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28 See section F, Dispute resolution and redress, United Nations guidelines for consumer protection, 2015. 
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29 UN Guiding Principle on Business and Human Rights: Implementing the United Nations “Protect, Respect, and Redress” Framework. 
30 Allan Asher, at.al., Models for Internal Complaint Systems and External Consumer Redress Schemes in ASEAN, Foundation for Effective 
Markets and Governance, pp. 20-53. 
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31 Models for Internal Complaint Systems and External Consumer Redress Schemes in ASEAN, Output 8: ASEAN Complaint and Redress 
Mechanism Models. 
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32 See : Preah Reach Kram No. ns/rkm/1119/016 https://aseanconsumer.org/file/pdf_file/Law-on-Consumer-Protection.pdf 
33 Handbook on ASEAN Consumer Protection Laws and Regulations, Second Edition, September 2021. p. 36 

https://aseanconsumer.org/file/pdf_file/Law-on-Consumer-Protection.pdf
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34 Section XII Consumer Protection Act 1999. 
35 Revision of CPA, 8 July 2019. 
36 Op Cit, Handbook on ASEAN Consumer Protection Laws and Regulations, Second Edition, p. 48. 



Mapping the Problems and Challenges of Consumer Access to Redress in Indonesia | 21 

 

 

 
37 See: The Consumer Protection Law of Myanmar https://aseanconsumer.org/file/post_image/ConsumerProtectionLaw%202019.pdf 

https://aseanconsumer.org/file/post_image/ConsumerProtectionLaw%202019.pdf
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38 See: DOCA’s Consumer Access to Redress Mechanism https://complaint.doca.gov.mm/my-MM/submit-complaint 
39 Op Cit, Handbook on ASEAN Consumer Protection Laws and Regulations, Second Edition, p. 49-51. 
40 Ibid. 

https://complaint.doca.gov.mm/my-MM/submit-complaint
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41 See: About the Small Claims Tribunal, https://www.statecourts.gov.sg/cws/SmallClaims/Pages/GeneralInformation.aspx, 

https://www.statecourts.gov.sg/cws/SmallClaims/Pages/GeneralInformation.aspx
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42 Models for Internal Complaint Systems and External Consumer Redress Schemes in ASEAN, Output 8: ASEAN Complaint and Redress 
Mechanism Models, p. 23. 
43 Ibid. p. 24. 
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44 Ibid. p. 26. 
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45 Article 45 paragraph (1) of the Consumer Protection Law. 
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46 See: Shidarta, Consumer Protection Law in Indonesia, (Jakarta: Grasindo, 2006). 
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47 Article 29 Decree of the Minister of Industry and Trade Number 350/MPP/Kep/12/2001. 
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48 Susanti Adi Nugroho, Consumer Dispute Resolution Process Judging from the Procedural Law and Obstacles in Its Implementation, 
(Jakarta: Kencana, 2015), p. 111. 

BPSK (active)

Consumers
Providers 

(businessman)
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49 Law no. 7 of 2009 concerning the Stipulation of Government Regulation in Lieu of Law Number 3 of 2008 concerning Amendments to 
Law no. 24 of 2004 concerning the Deposit Insurance Corporation. 
50 Amended through Law no. 10 of 1998 concerning Amendments to Law no. 7 of 1992 concerning Banking and Law no. 11 of 2020 
concerning Job Creation. 
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51 The World Bank, Good Practices for Financial Consumer Protection. Washington DC, June 2012. 
52 See: G20 High-level Principles on Financial Consumer Protection, October 2011. 
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53 See: https://www.oecd.org/finance/financial-education/g20-oecd-task-force-financial-consumer-protection.htm. 
54 See: Article 29 of the OJK Law 
55 See: Article 2 of POJK 1/2013  

https://translate.google.com/translate?hl=id&prev=_t&sl=id&tl=en&u=https://www.oecd.org/finance/financial-education/g20-oecd-task-force-financial-consumer-protection.htm
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56 Article 38 POJK 1/2013. 
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57 APPK refers to the Financial Services Authority Regulation (POJK) Number: 18/POJK.07/2018 concerning Consumer Complaint Services 
in the Financial Services Sector; and 2. Financial Services Authority (POJK) Regulation Number: 31/POJK.07/2020 concerning the 
Implementation of Consumer and Community Services in FSS by OJK.  
58 See: Financial Services Authority, Integration of Alternative Dispute Resolution Institutions in the Financial Services Sector, 2018, pp. 
33-47. 
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59 See: https://lapssjk.id/member-laps-sjk/. 
60 Regulation of Alternative Dispute Settlement Institutions in the Financial Services Sector Number 06 concerning Dispute Settlement 
Service Fees. 
61 The Mediator's Honorarium is calculated at 33.33% (thirty-three-point thirty three percent) of the Arbiter's Honorarium rate. 

https://translate.google.com/translate?hl=id&prev=_t&sl=id&tl=en&u=https://lapssjk.id/anggota-laps-sjk/
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62 Interview with Gusmalinda Sari, Directorate of Consumer Empowerment, Ministry of Trade, on September 17, 2021. 
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63 Consumer Complaints Service Unit, https://ulpk.pom.go.id/id/MM/20190824202016/0.html, accessed on September 1, 2021. 
64 Decree of the Head of the Food and Drug Supervisory Agency of the Republic of Indonesia Number Hk.04.1.23.04.16.1769 Year 2016 
concerning Minimum Service Standards for Consumer Complaints Service Units within the Food and Drug Supervisory Agency. 

https://translate.google.com/translate?hl=id&prev=_t&sl=id&tl=en&u=https://ulpk.pom.go.id/id/MM/20190824202016/0.html
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65 For an overview, see https://www.ptovic.com.au/complaints 

https://translate.google.com/translate?hl=id&prev=_t&sl=id&tl=en&u=https://www.ptovic.com.au/complaints
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66 The provisions of Article 26 paragraph (1) of the ITE Law regulates that any person whose personal data is processed or transferred 
arbitrarily, may file a lawsuit for the losses incurred under this law. 
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67 In the past there was an Undang-Undang Pokok (Basic Law) which indicated that a law was placed as an umbrella law. 
68 See Article 1 point 3 of POJK 31/2020 that consumers are parties who place their funds and/or take advantage of services available at 
PUJK. 
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69 Result of interview with Chairman of BPKN, Rolas Budiman Sitinjak, September 15, 2021. 
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70 See FGD Results Report “Identification of Gaps and Needs Assessment in Developing a Model for the Redress of Consumer Rights in 
Indonesia”, ELSAM-GIZ, July 28, 2021. 
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71 Result of interview with Chairman of BPKN, Rolas Budiman Sitinjak, September 15, 2021. 



Mapping the Problems and Challenges of Consumer Access to Redress in Indonesia | 61 

 

 
72 See FGD Results Report “Identification of Gaps and Needs Assessment in Developing a Model for the Redress of Consumer Rights in 
Indonesia”, ELSAM-GIZ, July 28, 2021. 
73 Heri Hartanto, et.al, "Mechanism for Determining Compensation for Environmental Damage", Journal of Civil Procedure Law, Vol. 3 No. 
2 2017, p. 229. 



62 | Mapping the Problems and Challenges of Consumer Access to Redress in Indonesia 

 

 
74 Law no. 8 of 1999 concerning Consumer Protection (CPL) is regulated in Chapter 6 concerning Responsibilities of Businessess, Article 19 
paragraphs (1) and (2). 
75 Article 1365 of the Civil Code. 
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76 Lee, et al. “Trust and Distrust in E-Commerce.” Sustainability. Kookmin University, Seoul 02707, Republic of Korea. 29th March 2018. p. 
3; Reddy, Anusha. “Online Dispute Resolution: A New Approach to E-Commerce Dispute.” South East Asia Journal of Contemporary 
Business, Economics, and Law, vol. 13. p. 12. 
77 Wang Faye Fangfei, 2014, Law of Electronic Commercial Transaction: Contemporary Issues in the EU, US, and China. New York, 
Routledge, p. 28. 
78 Albornoz, Martin. “Feasibility Analysis of Online Dispute Resolution in Developing Countries.” The University of Miami Inter-American 
Law Review, vol. 44, 2012, p. 44. 
79 Point 26, Technical Notes on Online Dispute Resolution of the United Nations Commission on International Trade Law. 
80 Point 27, Technical Notes on Online Dispute Resolution of the United Nations Commission on International Trade Law. 
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81 Government Regulation Number 58 of 2001 concerning the Guidance and Supervision of the Implementation of Consumer Protection 
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