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Abstract 

Online Dispute Resolution (ODR) is the use of digital technology to resolve disputes outside traditional 

court systems. Initially emerging as a tool for e-commerce conflict resolution, ODR has evolved to address 

a wide range of disputes, including family, consumer, commercial, and even civil justice matters. 

 

Introduction 

Online Dispute Resolution (ODR) is the use of digital technology to resolve disputes outside traditional 

court systems. Initially emerging as a tool for e-commerce conflict resolution, ODR has evolved to address 

a wide range of disputes, including family, consumer, commercial, and even civil justice matters. With 

the advent of COVID-19 and the global shift toward digital interaction, ODR has become an essential 

component of modern legal systems. 

 

What is Online Dispute Resolution? 

ODR refers to a range of processes such as negotiation, mediation, arbitration, or hybrid systems that are 

conducted primarily through the internet. It utilizes tools like video conferencing, AI-based bots, 

document sharing platforms, and secure messaging systems to facilitate communication and resolution. 

According to Katsh and Rifkin (2001), ODR is “dispute resolution that uses technology to facilitate the 

resolution of disputes between parties.” It essentially transfers traditional alternative dispute resolution 

(ADR) techniques to an online environment. 

 

Historical Evolution of ODR 

ODR evolved in the late 1990s with the rise of e-commerce. Early adopters included platforms like eBay, 

which used automated dispute resolution tools to handle millions of low-value consumer complaints. Over 

time, governments and legal institutions began recognizing the potential of ODR for small claims, family 

law, and civil disputes. 

Key milestones include: 

• 2001: Katsh and Rifkin's foundational work "Online Dispute Resolution: Resolving Conflicts in 

Cyberspace." 

• 2013: EU’s Regulation No. 524/2013 to establish an online platform for consumer disputes. 

• 2017: UNCITRAL issued its Technical Notes on ODR, providing a framework for fair and effective 

online processes. 
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3. Types of ODR Mechanisms 

ODR mechanisms parallel traditional Alternative Dispute Resolution (ADR) but function in digital 

environments: 

3.1 Online Negotiation 

Direct or assisted negotiation through emails or platforms using chatbots or structured forms. Often the 

first step in ODR platforms. 

3.2 Online Mediation 

Involves a neutral third party mediating through video conferencing or dedicated ODR platforms like 

Modria or Matterhorn. 

3.3 Online Arbitration 

A binding decision rendered by an arbitrator based on digital submissions and virtual hearings. 

Increasingly used in business-to-business (B2B) contexts. 

3.4 Hybrid Models 

Combines the above mechanisms, starting with negotiation and escalating to mediation or arbitration if 

unresolved. 

 

Key Features of ODR 

1. Accessibility: Parties can resolve disputes without being physically present, promoting inclusivity for 

individuals in remote or underserved areas. 

2. Efficiency: ODR processes are generally faster and more cost-effective than traditional litigation. 

3. Flexibility: Platforms often allow asynchronous communication, which accommodates different time 

zones and schedules. 

4. Scalability: Useful for resolving high volumes of low-value disputes, especially in e-commerce. 

 

Applications of ODR 

• E-commerce Disputes: Companies like eBay and Amazon have used ODR to resolve millions of 

customer-seller conflicts annually. 

• Family Law: Some jurisdictions use ODR for child custody or divorce mediation. 

• Consumer Protection: Platforms like the European Commission’s ODR portal help consumers 

resolve cross-border disputes. 

• Small Claims: Courts in jurisdictions like British Columbia (Canada) and the United States have 

adopted ODR systems for small claims courts. 

 

Challenges of ODR 

1. Digital Divide: Unequal access to technology can limit participation. 

2. Data Privacy and Security: Handling sensitive information online raises concerns over data breaches. 

3. Legal Enforceability: Questions arise regarding the enforceability of ODR outcomes across 

jurisdictions. 

4. Lack of Human Touch: The absence of in-person cues may affect trust and empathy in the process. 

 

Legal Framework and Developments 

Many legal systems are adapting to accommodate ODR. The UNCITRAL Technical Notes on ODR 

(2017) offer guidance for implementing fair and transparent systems. In the EU, Regulation (EU)  
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No  524/2013 established an ODR platform for consumer disputes. 

In India, the NITI Aayog has advocated for the mainstreaming of ODR in India’s justice delivery system, 

especially post-COVID. Private platforms such as Presolv360, Sama, and ODRways have also gained 

traction. 

Legal Framework and Developments 

Many legal systems are adapting to accommodate ODR. The UNCITRAL Technical Notes on ODR 

(2017) offer guidance for implementing fair and transparent systems. In the EU, Regulation (EU) No 

524/2013 established an ODR platform for consumer disputes. 

In India, the NITI Aayog has advocated for the mainstreaming of ODR in India’s justice delivery system, 

especially post-COVID. Private platforms such as Presolv360, Sama, and ODRways have also gained 

traction. 

 

Case Studies 

7.1 Civil Resolution Tribunal (British Columbia, Canada) 

A pioneering court-integrated ODR model for small claims and strata property disputes. It has successfully 

resolved thousands of cases with a user satisfaction rate above 85%. 

7.2 eBay’s ODR System 

One of the earliest large-scale ODR implementations, resolving over 60 million disputes annually through 

automated and human-assisted means. 

7.3 Indian ODR Platforms 

Sama handled over 3,00,000 disputes by 2023, significantly reducing court backlogs, particularly during 

COVID-19 lockdowns. 

 

Future of ODR 

The future of ODR looks promising with increasing integration of artificial intelligence, blockchain for 

smart contracts, and predictive analytics. Courts are likely to adopt hybrid systems combining ODR 

and in-person procedures, enhancing efficiency while preserving judicial oversight. 

 

Conclusion 

Online Dispute Resolution represents a transformative shift in how disputes are resolved. While challenges 

remain, the benefits in terms of efficiency, cost, and accessibility are significant. Governments, legal 

professionals, and tech innovators must collaborate to build inclusive and effective ODR systems that 

uphold the principles of justice in the digital age. 

 

References 

1. Katsh, E., & Rifkin, J. (2001). Online Dispute Resolution: Resolving Conflicts in Cyberspace. Jossey-

Bass. 

2. UNCITRAL. (2017). Technical Notes on Online Dispute Resolution. United Nations Commission on 

International Trade Law. Retrieved from https://uncitral.un.org/en/texts/odr/technicalnotes/odr 

3. Regulation (EU) No 524/2013 of the European Parliament and of the Council on Online Dispute 

Resolution for Consumer Disputes. 

4. NITI Aayog. (2020). ODR: The Future of Dispute Resolution in India. Retrieved from 

https://www.niti.gov.in 

https://www.ijfmr.com/
https://uncitral.un.org/en/texts/odr/technicalnotes/odr
https://www.niti.gov.in/


 

International Journal for Multidisciplinary Research (IJFMR) 
 

E-ISSN: 2582-2160   ●   Website: www.ijfmr.com       ●   Email: editor@ijfmr.com 

 

IJFMR250346647 Volume 7, Issue 3, May-June 2025 4 

 

5. Lodder, A. R., & Zeleznikow, J. (2012). Enhanced Dispute Resolution Through the Use of Information 

Technology. Cambridge University Press. 

https://www.ijfmr.com/

