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ABSTRACT

Online Dispute Resolution (ODR) has emerged as a pivotal mechanism for resolving consumer
disputes in the digital economy. In India, the rapid growth of e-commerce has spurred legal
mandates under the Consumer Protection Act, 2019 and the Consumer Protection (E-
Commerce) Rules, 2020 to institutionalize ODR for consumer grievances. This paper examines
the current legal framework for ODR in India’s consumer protection regime, analyses how
major e-commerce platforms like Amazon and Flipkart implement ODR processes, and
identifies key legal and institutional gaps, including issues of standardization, enforcement,
data privacy, and digital inclusion, that hinder the ODR ecosystem. The discussion is informed
by empirical data from government and industry reports, and a comparative analysis with the
mature ODR frameworks of the European Union and Singapore. Finally, the paper offers
recommendations for policy and regulatory reforms to strengthen ODR in India, aiming to

make digital consumer justice more accessible, effective, and fair.
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INTRODUCTION:

The proliferation of e-commerce in India has transformed the consumer marketplace, but it has
also led to a surge in consumer grievances ranging from defective products and delayed
deliveries to fraud and unfair trade practices. Traditional litigation or consumer court processes

for such disputes are often time-consuming and costly, which can discourage consumers from



pursuing redress. In this context, Online Dispute Resolution (ODR) i.e. the use of technology
to facilitate out-of-court dispute resolution through methods like negotiation, mediation, or
arbitration offers a promising alternative for timely and cost-effective justice. ODR enables
consumers and businesses to resolve conflicts virtually, leveraging digital communication tools
and platforms. The need for ODR in India is accentuated by the overburdened judiciary (with
millions of cases pending) and the rising number of disputes born out of digital transactions.
By handling high-volume, low-value claims efficiently, ODR can help fill the “access to
justice” gap for consumers and also lighten the load on courts.1

Recognizing these benefits, Indian lawmakers and regulators have begun embedding ODR
mechanisms into consumer protection laws and policies. The Consumer Protection Act,
2019 and the associated Consumer Protection (E-Commerce) Rules, 2020 introduced
important mandates to protect online consumers and encourage grievance resolution through
technology. At the same time, major e-commerce platforms such as Amazon and Flipkart have
developed their own internal systems to address customer complaints and disputes online,
effectively functioning as private ODR systems for consumer issues. Despite these
developments, significant legal and institutional gaps remain in India’s ODR landscape. There
is a lack of standardization across platforms, uncertainties in enforcement of ODR outcomes,
concerns over data privacy in online processes, and issues of digital inclusion for consumers
who may lack the means or knowledge to use ODR. Addressing these gaps is crucial to realize
the full potential of ODR.

This paper provides a comprehensive analysis of ODR in e-commerce and consumer disputes
in India, focusing on the role of legal mandates and platforms, and identifies what is missing
in the current framework. Part | examines the provisions of the Consumer Protection Act, 2019
and the E-Commerce Rules, 2020 that lay the groundwork for ODR in consumer disputes. Part
Il analyses how leading e-commerce companies implement ODR or other grievance redress
mechanisms to comply with these mandates and serve consumers. Part 111 discusses the legal
and institutional gaps in the ODR ecosystem. Part IV compares India’s ODR approach with
experiences in the European Union and Singapore, jurisdictions that have more mature ODR
frameworks influenced by common law traditions and robust consumer protection regimes.
Finally, Part V offers recommendations for policy and regulatory reforms in India to strengthen

ODR. Through this analysis, the paper aims to highlight how India can bolster its ODR




ecosystem to ensure consumer disputes in e-commerce are resolved efficiently and equitably

in the digital age.
Part 1: ODR under the Consumer Protection Act 2019 and E-Commerce Rules 2020:

The Consumer Protection Act, 2019 (CPA 2019) marked a watershed in updating India’s
consumer law for the modern economy. Replacing the decades-old 1986 Act, the CPA 2019
strengthened the legal framework for consumer rights and explicitly incorporated technology-
enabled dispute resolution mechanisms. Notably, the Act brought alongwith it the provisions
for e-filing of consumer complaints and conducting hearings through video conferencing,
enabling consumers to pursue disputes without being physically present at forums. This
advancement reduces the burden on consumers and adjudicators alike by embracing digital
communication. Furthermore, the CPA 2019 established consumer mediation cells attached to
consumer commissions, signaling legislative support for alternate dispute resolution in
consumer disputes. Under the Act, if both parties consent, consumer disputes pending in a
Commission can be referred to mediation, a step toward institutionalizing ODR since such
mediation can be conducted online via appropriate platforms. By recognizing the ‘role of
technology in resolving consumer disputes’ and providing for mediation, the Act lays a
statutory foundation for ODR in consumer matters. These measures were hailed as a significant
step toward modernizing consumer justice and institutionalizing ODR for consumer disputes

in India.

Pursuant to powers under the new Act, the government notified the Consumer Protection (E-
Commerce) Rules, 2020, which impose specific obligations on online marketplaces and
retailers to protect consumers. These rules directly address the need for robust online grievance
redress by e-commerce platforms. Under Rule 4, every e-commerce entity is required
to establish an effective grievance redressal mechanism and appoint a Grievance Officer for
consumer complaints. The Grievance Officer’s name and contact information must be publicly
displayed on the platform, and the officer is mandated to acknowledge any consumer complaint
within 48 hours and resolve it within one month of receipt. This time-bound requirement
creates a legal obligation for e-commerce platforms to handle consumer disputes promptly via
an online process — in effect, an ODR mandate. The E-Commerce Rules thus ensure that
consumers have a direct and speedy channel to get their issues heard and resolved by the
company. Additionally, platforms must provide clear information on their websites about
payment methods, refund/cancellation policies, and the available grievance mechanism, so that

consumers are aware of how to seek redress. Together, the CPA 2019 and the E-Commerce



Rules, 2020 create a regulatory framework where ODR is not just an option but a legal duty

for e-commerce businesses to facilitate.

Importantly, the CPA 2019 also created a new regulatory body — the Central Consumer
Protection Authority (CCPA) — with powers to address unfair trade practices and protect
consumer interests, including in e-commerce. While the CCPA’s functions are more on the
enforcement side than dispute resolution, its establishment underscores the strengthened
consumer protection regime in the digital marketplace. The Act also broadened the definition
of “consumer” to include those who purchase goods or services online, and clarified that
consumers can file complaints in the jurisdiction of their residence (benefitting online
purchasers). Moreover, it introduced the concept of product liability for manufacturers, service
providers, and sellers, including e-commerce sellers, which indirectly encourages platforms to

resolve disputes before they escalate to litigation.
Part 11: Role of Major E-Commerce Platforms in India in Implementing ODR:

Leading e-commerce platforms in India, such as Amazon and Flipkart, play a critical role in
the ODR ecosystem as the first line of dispute resolution for consumers transacting on their
websites. Given their market dominance and high volume of transactions, the way these
companies handle consumer grievances sets industry benchmarks and heavily influences
consumer experience. Both Amazon and Flipkart have, over time, developed internal dispute
resolution mechanisms to address consumer complaints efficiently, which align with (and in
some respects go beyond) the statutory requirements discussed above. These mechanisms
function as private ODR systems embedded within the platform’s customer service

infrastructure.

Amazon India has a multi-tiered approach to customer disputes. Initially, users are encouraged
to contact customer service via chat, email or phone to resolve common issues like late
deliveries, wrong or damaged products, or refund problems. The majority of such complaints
are resolved through customer support interventions — for instance, by processing a refund,
arranging a replacement, or providing account credits. Amazon’s policies for marketplace
purchases serve as an ODR mechanism whereby a consumer who is not satisfied after
contacting the third-party seller can escalate the issue to Amazon. Amazon acts as a neutral
evaluator of the dispute between the buyer and seller; if it finds in the consumer’s favor (for
example, that an item was not delivered or was not as promised and the seller failed to fix it),

Amazon will reimburse the customer and charge the loss to the seller. This essentially amounts



to an internal online adjudication process that is swift and free for the consumer. It spares the
consumer from having to pursue legal action or external mediation for routine e-commerce

grievances.

To comply with the E-Commerce Rules, Amazon India has appointed a Grievance
Officer (with contact email grievance-officer@amazon.in) whose details are published on its
website. If a customer feels that their issue wasn’t resolved by frontline customer service, they
can escalate to this Grievance Officer via email. By law, Amazon’s Grievance Officer must
acknowledge complaints within 48 hours and resolve them within one month. In practice,
Amazon often resolves escalated issues well within that timeframe, given its emphasis on
customer satisfaction. Case studies indicate that reaching out to the Grievance Officer (and
even mentioning potential legal action) often prompts a re-examination of the case and
resolution, such as a previously denied refund being approved. Amazon also participates in the
government-run National Consumer Helpline (NCH) system as a listed e-commerce company.
When consumers lodge complaints on NCH (an online portal and phone helpline managed by
the consumer affairs ministry), Amazon’s dedicated NCH team responds via the portal to
resolve the issue or provide a remedy. This integration with NCH can be seen as part of
Amazon’s ODR engagement, as it involves an external platform facilitating dialogue between

consumers and the company online.

Flipkart, similarly, has developed a robust online dispute resolution process for its customers.
It provides 24/7 customer support through calls, emails, and its app/website interface for
complaint tickets. Flipkart’s terms of service and customer policies emphasize easy returns and
refunds, which prevent many disputes from escalating — for instance, Flipkart’s return
policy allows consumers to return products that are defective or not as described, often with
the seller or Flipkart arranging a pick-up and refund. This is essentially a form of automated
dispute resolution — rather than arguing fault, the platform’s policy itself dictates a resolution
(refund or replacement) for eligible cases, making the dispute resolution almost seamless.
When issues are not automatically resolved by policy (for example, if a seller disputes the
reason for return or the window has lapsed), Flipkart’s internal dispute team steps in. Flipkart
also has a Grievance Officer appointed as required by law, and an escalation matrix for
unresolved issues. Like Amazon, Flipkart is a participant in the NCH system for external
escalations. Both Amazon and Flipkart maintain that they strive to resolve all complaints in-
house through customer care or grievance officers so that consumers rarely need to approach

consumer courts or other authorities.



The role of these platforms extends beyond compliance; they have been innovators in ODR to
some extent. They leverage technology to track and resolve disputes: both have online
dashboards where customers can see the status of their complaint or return request, and they
communicate via email/SMS/app notifications at each step. They use algorithms to detect
fraudulent claims but also to ensure genuine claims are expedited. By effectively embracing
ODR, large online retailers in India have managed to uphold consumer trust even as e-
commerce grows. In fact, many customers get their issues resolved in a matter of days through
these channels, which is a far cry from the weeks or months a formal legal process might entail.

Part 111: Legal and Institutional Gaps in India’s ODR Ecosystem:

Despite the progress in integrating ODR into e-commerce and consumer protection, India’s
ODR ecosystem faces significant legal and institutional gaps. These gaps must be addressed to
ensure ODR can reliably deliver justice and not just function as ad-hoc customer service. The
major issues include a lack of standardization across ODR platforms, unclear enforceability
and jurisdiction for ODR outcomes, concerns about data privacy and security in online dispute
processes, and the risk of excluding consumers who are not digitally empowered. This section

analyzes these challenges in turn.

1. Lack of Standardization and Accreditation: One prominent gap is the absence of
standardized protocols and accreditation for ODR service providers and processes in
India. Currently, multiple entities conduct ODR, from in-house grievance teams at
companies to independent ODR platforms and even court-annexed mediation cells. but
there is no common framework that defines quality benchmarks, ethical guidelines, or
procedural rules for ODR. Unlike the court system which has codified procedures (Civil
Procedure Code, Consumer Commission Regulations, etc.), ODR processes can vary

widely.

2. Enforceability and Jurisdictional Challenges: Another critical challenge is the legal
recognition and enforceability of ODR outcomes, especially those not in the form of
awards/orders. If parties arrive at a settlement via an online negotiation or mediation,
that settlement ideally should be easily convertible into an enforceable order or award..
The enforceability of an online mediation agreement can be murky if one party reneges.
The other party would have to initiate legal proceedings for breach of contract or get a
court decree on the settlement, which diminishes the advantage of ODR. There is thus
a need for clearer guidelines or legal provisions that ODR agreements or decisions



(especially from mediation) are binding and easily enforceable, perhaps by registering
them with a legal authority. The lack of such clarity can discourage parties from trusting

ODR for anything beyond simple disputes.

. Jurisdictional Issues: Closely related are jurisdictional issues in ODR, particularly for
disputes that cross state or national borders. In e-commerce, it is common that a
consumer and seller may be in different states of India, or the platform is headquartered
elsewhere. This raises questions: If an ODR process fails and one needs to approach a
court, which jurisdiction’s court is appropriate? While the Consumer Protection Act,
2019 allows filing where the consumer resides, not all disputes might go to consumer
courts. Additionally, if an ODR agreement needs enforcement across borders (say an
international e-commerce dispute where a foreign seller agreed to compensate an Indian
consumer), how will that be enforced? Indian law does not yet have a framework
for cross-border ODR in consumer cases. These jurisdictional ambiguities can create

uncertainty for both consumers and businesses engaging in ODR.

Data Privacy and Security Concerns: ODR processes rely on the exchange of
information online, documents, evidence, personal details, settlement offers — which
raises significant data protection and privacy concerns. Consumers may be required to
upload purchase receipts, share photographs of defective goods, or discuss personal
grievances on ODR platforms. Ensuring the confidentiality and security of this data is
paramount, yet India’s legal framework for data protection is still nascent. The IT Act,
2000 and associated rules provide some data protection (and punishment for hacking
etc.), but a comprehensive data protection law has only recently been enacted (the
Digital Personal Data Protection Act, 2023) and its implementation is pending. In the
meantime, ODR platforms might not have strict obligations on data handling beyond
general IT Act provisions. There is the risk of sensitive information being leaked or
misused. Additionally, if ODR platforms use tools like Al or data analytics, there are

questions about how that data is stored and whether parties have consented to such use.

Digital Divide and Accessibility: Digital inclusion is another serious challenge: not all
consumers have equal access to or familiarity with the technology required for ODR.
India’s internet penetration, while over 50%, still leaves a large population, especially
in rural areas and among the elderly or economically disadvantaged, with limited or no
access. Even among those with internet access, comfort with digital platforms varies.

Many potential users of ODR are simply not aware that such options exist or how to



use them. There is a risk that the push for ODR could inadvertently exclude or
disadvantage consumers who are less tech-savvy, effectively creating a “digital divide”

in access to justice.

6. No clear institutional mechanism to ensure ODR: The government and companies
have to recognize these inclusivity issues. So far, digital literacy initiatives and common
service centers (internet kiosks) in villages can offer some support (e.g., helping a
consumer file an online complaint), but these are incidental. Without intervention, ODR
might be utilized mostly by urban, educated consumers, while others fall back to

traditional means or worse, get no redress at all.

7. Institutional and Regulatory Coordination Gaps: Beyond these specific issues, a
broader gap is the lack of an integrated institutional framework for ODR. Multiple
bodies have a stake in ODR — the Ministry of Consumer Affairs (for consumer
disputes), the judiciary (for court-annexed ODR and e-courts initiatives), industry
regulators like RBI or SEBI (which have started to use ODR for banking and securities
complaints), and private tech start-ups. However, there isn’t a single coordinating
framework or agency that ties these efforts together, which can lead to siloed progress.
Also, standards for things like ODR case data reporting or monitoring by authorities
are not yet established. The result is that ODR’s potential is not being fully realized at

a systemic level; instead, it’s happening in pockets.

The NITI Aayog, India’s policy think-tank, recognized many of these gaps and in 2020
released a seminal report “Designing the Future of Dispute Resolution: The ODR Policy Plan
for India.” This report outlined a roadmap to integrate and mainstream ODR in India. It
advocated for a multi-stakeholder approach involving government, judiciary, industry, and tech
players to build trust in ODR, including recommendations for legal reform, institution-
building, and awareness. While this policy push is promising, its implementation is still in early
stages. The NITI Aayog report and subsequent discussions have highlighted that to truly scale
ODR, issues like standardization, enforceability, data privacy, and digital literacy must be

systematically addressed.
Part IV: Comparative Perspectives: ODR in the European Union and Singapore:

India’s journey in ODR for consumer disputes can gain valuable insights from comparative
jurisdictions such as the European Union (EU) and Singapore, both of which have relatively

advanced ODR frameworks grounded in strong consumer protection regimes and, in



Singapore’s case, a common law tradition similar to India’s. These comparisons illustrate
different models of integrating ODR into the legal system, and help highlight areas where

India’s approach could be strengthened.
ODR in European Union:

The European Union has been a frontrunner in promoting ODR for consumer disputes through
a combination of legislation and technology infrastructure. The EU’s approach is characterized
by a centralized ODR platform that connects consumers and traders to accredited dispute
resolution bodies across member states. Under EU law — specifically, the Regulation (EU) No.
524/2013 on ODR and the Directive 2013/11/EU on Consumer ADR, every member state
must have certified ADR entities for consumer disputes, and online businesses must inform
consumers about ADR options and the EU’s ODR platform. The European Commission’s
ODR platform (launched in 2016) is a multilingual website where a consumer from any EU
country can file a complaint about an online purchase; the platform then liaises with the
respondent trader and helps both parties agree on one of the listed ADR bodies to handle the
dispute. All online retailers in the EU (and EEA countries) are legally obliged to provide an
easily accessible link to the EU ODR platform on their website, along with an email contact
for ODR purposes. This requirement ensures that consumers are always informed about the
ODR avenue and can initiate complaints easily. Once a complaint is filed, the ODR platform
transmits it to the agreed ADR entity (which could be a mediation center, an ombuds service,
or an arbitration tribunal certified in that sector). These ADR entities must meet quality criteria
set by the ADR Directive, ensuring they are impartial, transparent, effective, and free or low-

cost.
ODR in Singapore:

Singapore offers a different perspective as a smaller common law jurisdiction that has
leveraged technology within its judicial and consumer redress systems. Singapore’s legal
framework for consumer protection is provided by the Consumer Protection (Fair Trading) Act
and other statutes, but much of the ODR momentum comes from the judiciary’s initiatives and

a long-established consumer mediation scheme.

A notable innovation is the Community Justice and Tribunals System (CJTS), an online e-
filing and case management system introduced in 2017 for the Small Claims Tribunals (SCT).
Consumer disputes up to SGD 10,000 (approximately INR 6 lakh) often fall under the SCT’s

purview. Through the CJTS, a consumer can file a small claim online without physically going



to court, and the system also provides an e-Negotiation and e-Mediation module. This means
that after filing, parties are encouraged to negotiate a settlement through the platform’s
chat/negotiation interface; if they reach an agreement, the case can be concluded without a
hearing. If negotiation fails, a court mediator or registrar may conduct an e-mediation session,
all within the same online system, before moving to an adjudication. Thus, ODR is embedded
as a pre-trial step in the court process for small claims in Singapore. The CJTS has significantly
improved accessibility — consumers seeking redress for relatively minor e-commerce issues
(for example, a S$200 undelivered item) can resolve it largely online, saving time and
resources. The Singapore courts have reported that a good percentage of cases get settled at the

e-negotiation stage, reflecting positive uptake.

In addition to the courts, Singapore has a strong tradition of consumer ADR through the
Consumer Association of Singapore (CASE), a non-governmental consumer organization. For
decades, CASE has offered mediation between consumers and businesses for disputes, and if
mediation fails, they can escalate certain cases to arbitration under a scheme called the
“Consumer Arbitration Scheme.” Notably, CASE allows consumers to file complaints online
via its website and it handles many disputes through email or phone mediation, which
effectively amounts to ODR.The integration of ADR in the consumer protection framework is
something India can look at. Singapore shows how a consumer advocacy group can
successfully run a mediation and arbitration scheme complementary to the courts, with online

accessibility.
Part V: Recommendations for Policy and Regulatory Reform in India:

Building on the analysis above, this section proposes several recommendations to strengthen
ODR for e-commerce and consumer disputes in India. The goal of these reforms is to create a
more coherent, trustworthy, and inclusive ODR ecosystem that can handle the growing volume
of digital consumer grievances effectively. Many of these suggestions align with what legal
experts and policy think-tanks like NITI Aayog have advocated and they complement the

ongoing efforts under current laws.

1. Enact a Comprehensive ODR Framework or Guidelines: India should consider
formulating a dedicated set of rules or a framework law for ODR in consumer (and
possibly other) disputes. This could be done via amendments to the Consumer
Protection Rules or as separate regulations under the CPA 2019. The framework
should address issues of legal recognition, enforceability, and standards in ODR. For



instance, it can mandate that any settlement agreement reached through an ODR
process can be recorded before a designated authority to give it enforceability
equivalent to a court decree or arbitration award. It should also define minimum
standards for ODR proceedings, such as fairness, voluntariness, transparency of
process, neutrality of mediators/arbitrators. The framework could establish an ODR
regulatory body or cell under the Department of Consumer Affairs to register and
certify ODR providers who meet these standards (similar to the certification of ADR
providers in the EU). This move would lend greater credibility to private ODR
platforms and ensure consistency. Clear rules would also guide businesses on what is
expected if they engage in ODR, reducing uncertainty. In essence, the law
should recognize ODR outcomes formally and provide streamlined avenues for
enforcement, so that consumers and businesses know that an agreement or decision

online carries real weight.

Strengthen Institutional Integration: The government, perhaps via NITI Aayog in
collaboration with the Ministry of Consumer Affairs and Ministry of Law, should
develop a unified ODR platform or portal for consumer disputes in India. This portal
would act as a one-stop digital hub where consumers can lodge a complaint which then
can be routed to the appropriate channel: internal e-commerce platform redressal,
mediation by a certified ODR provider, or even the consumer court online system if
needed. Such a platform can integrate the existing e-jagriti system for consumer
commissions with a new layer of ODR options. For example, upon receiving a
complaint, the system could first attempt ODR (say, refer to the concerned company’s
grievance team or to an independent mediator) and only if that fails, escalate to the

consumer commission for adjudication.

Promote Public-Private Collaboration in ODR Services: The government should
leverage the innovation capacity of legal tech start-ups and ODR providers
through public-private partnerships (PPPs). One way is to empanel a set of ODR
agencies or start-ups that meet certain criteria, which can then receive referrals from
consumer courts or NCH for mediating cases. Already, there have been pilots (such as
the partnership between certain ODR start-ups and government for resolving Covid-19
related disputes and digital payments disputes). Formalizing this by having, say, a roster
of approved ODR partners for the consumer affairs department can rapidly scale up the

availability of neutrals and ODR technology.



4. Capacity Building and Accreditation of Neutrals: As ODR grows, India will need a
pool of skilled mediators and arbitrators adept at online facilitation. Training programs
and certification specific to ODR should be developed. The government can run courses
to train mediators in handling online consumer disputes (including managing
asynchronous communications, online etiquette, and tech tools). A certification could
then be required for those serving in official ODR panels. Additionally, consumer
courts’ mediation cells need to be trained to operate online. Judges and consumer
commission members also should be sensitized to use and promote ODR, for example,
by routinely referring appropriate cases to online mediation. Such capacity

building ensures that ODR services maintain quality as they expand.

5. Enhancing Awareness and Digital Inclusion: A concerted effort is needed to raise
public awareness about ODR and ensure it is accessible to all consumers. The
government and consumer organizations should conduct awareness campaigns
highlighting that consumers can get their e-commerce disputes resolved online quickly,
and educate them on the process (for instance, how to file a complaint on the envisaged
ODR portal, or how to use a platform’s grievance system). This could include
workshops in community centers, publicity through media, and integration of ODR
information into consumer rights literacy programs. To tackle the digital
divide, assistance centers could be established at district consumer forums or common
service centers where consumers can walk in and get help to file an online complaint
or participate in an ODR proceeding. The interface for ODR systems should be mobile-
friendly given most Indians use smartphones; even an IVR-based or WhatsApp-based
intake could be explored for those who find apps daunting. It’s also important to offer
ODR services in regional languages, the national ODR portal should allow complaints
in major regional tongues, translating as necessary for the other party. By making ODR
user-friendly and known, more consumers will be empowered to seek redress rather

than silently suffering a loss or going through cumbersome court processes.

6. Data Protection and Ethical Technology Use: With the Digital Personal Data
Protection Act slated to come into effect, it should be ensured that all ODR platforms
handling consumer data comply fully with its requirements. Specific guidelines or a
code of conduct for privacy in ODR could be developed, mandating measures like end-
to-end encryption for communications, secure storage of case files, and strict

confidentiality undertakings by ODR professionals. Since ODR might incorporate



emerging tech (Al mediators or decision-support tools), ethical guidelines must ensure

that such tools are used transparently and do not unfairly bias outcomes.

7. Monitoring, Evaluation, and Continuous Improvement: Finally, regulators should
continuously monitor the performance of the ODR system. Metrics such as the number
of disputes resolved, time taken, customer satisfaction rates, and compliance rates with
outcomes should be tracked. The NITI Aayog or Consumer Affairs Ministry could
publish an annual report on ODR in consumer disputes, using data from the national
ODR platform and inputs from major market players. This transparency will help

identify what’s working and what’s not.
Conclusion:

Online Dispute Resolution holds great promise as a cornerstone of consumer protection in
India’s booming e-commerce sector. The legal mandates introduced by the Consumer
Protection Act, 2019 and the E-Commerce Rules, 2020 have laid the groundwork by requiring
e-commerce platforms to actively resolve consumer grievances online and by enabling digital
avenues in the formal justice system. Major platforms like Amazon and Flipkart have embraced
these responsibilities, developing sophisticated ODR-like mechanisms that resolve a vast

number of complaints efficiently and reinforce trust in online shopping.

Yet, as this paper has explored, significant gaps prevent the ODR ecosystem from reaching its
full potential. Without standard procedures, outcomes can vary and users may be unsure of the
process; without clear enforceability, the finality of ODR resolutions can be questioned;
without strong data protections, user privacy might be at risk; and without bridging the digital
divide, ODR could inadvertently leave behind those who most need accessible justice. These
challenges are not insurmountable. Comparative experiences in the EU and Singapore show
that thoughtful design — whether through centralized platforms, accreditation of mediators, or
integration of ODR into courts — can ensure that ODR systems are fair, reliable, and widely

accessible.

For India, the path forward lies in comprehensive reforms and collaborative action. The
recommendations offered, from legislative reforms and a national ODR portal to awareness
campaigns and capacity building, provide a roadmap to address current weaknesses.
Encouragingly, these align with the directions already suggested by policymakers and experts
in the field. Implementing them will require political will, resource commitment, and public-

private partnership, but the benefits would be manifold: faster resolution of consumer disputes,



reduced burden on courts, and increased consumer and business confidence in the digital

marketplace.

In conclusion, ODR in e-commerce and consumer disputes in India is at a pivotal juncture. The
foundation is in place and early successes are evident, but the system must be honed and
bolstered through targeted reforms. If India succeeds in creating a robust ODR ecosystem that
is accessible, credible, and enforceable, it will not only serve the cause of consumer justice but
also solidify India’s reputation as a leader in leveraging technology for governance and legal
empowerment. Ultimately, effective ODR will ensure that in the digital age, justice is not only
done, but is done swiftly, transparently, and conveniently, thereby truly delivering on the

promise of ‘consumer is king’.
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