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What is ODR?
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Online Dispute 

Resolution (ODR) is the 

use of information and 

communications 

technology to help 

disputants find resolution 

to their issues.



ODR Systems Around the World
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Patient 

grievances at 

Walter Reed

Domain name 

disputes at 

WIPO

Small claims 

disputes in 

Manila

Microfinance 

issues in 

Chennai

Water 

resource 

issues in BC

Commercial 

disputes in 

Beijing

Consumer 

disputes in 

Buenos Aires



F2F Resolution Type Matrix
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Online communication types

ASYNCHRONOUS

SYNCHRONOUS

emails

discussion boards

chats

instant messaging

audio conferencing

video conferencing



Most Common ODR Types

Problem Diagnosis
An automated process that provides buyers and sellers key 
information and sets reasonable expectations

Direct Negotiation
A tool that enables disputants to communicate directly through a 
web forum in an attempt to reach agreement

Mediation
A process in which an impartial third party joins the discussion between 
the disputants to help them find resolution

Evaluation
The endpoint for ODR, where a neutral hears both sides of the dispute 
and then renders a decision that is binding on both sides



ODR Advantages

 Efficiency / Convenience

 Cost savings

 Participant Satisfaction

 Cooling Distance

 Asynchonous interaction

 Pre-communication re-framing

 Concurrent caucusing

 Archived communication

 Automated procedures (the “fourth side”)



Resolving Disputes 
on eBay and PayPal



eBay is big

More than 250 
million users

More than 5 billion 
feedbacks left

>1 billion items listed on 
the site each year

If eBay users were counted as citizens, eBay
would be the 5th largest country in the world



eBay’s Caseload

More than 60 million
disputes per year

90% resolved entirely
by software

Majority of cases 
resolved amicably

Much like a civil justice system for a virtual nation



eBay’s role is unique

eBay sells nothing

eBay buys nothing

eBay holds no inventory

eBay has no product,

other than the website

eBay’s job is to ensure that the marketplace continues 

to run smoothly – as such, eBay is a third party convenor
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File a dispute
FILE  COMMUNICATE  ESCALATE



File a dispute: step 2
FILE  COMMUNICATE  ESCALATE



File a dispute: step 3
FILE  COMMUNICATE  ESCALATE



Confidential and Proprietary

PMM: Chris Wang
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File a dispute: step 5

FILE  COMMUNICATE  ESCALATE



Confidential and Proprietary

PMM: Chris Wang
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File a dispute: step 6

FILE  COMMUNICATE  ESCALATE



Finding open cases (buyer and seller)
FILE  COMMUNICATE  ESCALATE



Dispute details page: buyer
FILE  COMMUNICATE  ESCALATE



Confidential and Proprietary

PMM: Chris Wang
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Seller responds

Seller Response  Buyer Review  PayPal Review  Investigation Complete



Fax Cover Sheet to Prove 

Refund Outside of 

PayPal



Attack:  Case Management Tool

• Workflow triggered by 

buyer/seller actions in the 

Service Center or by agent 

actions in Attack





The Community Court



Lessons from eBay/PayPal’s Experience

 Accessibility / Easy Discoverability

 Automation

 Outcome vs. Time to Resolution

 Technology-Assisted Negotiation

 Participant Satisfaction

 Quick Enforcement

 Learning Systems

 User Feedback



Conclusions

 ODR is the future for resolving high volume 
caseloads

 Systems have proven they can scale

 ODR tools continue to improve

 Today’s ODR will look primitive in 5-10 years

 System designers should be aware of ODR 
tools and techniques
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Resources

The National Center for Technology and Dispute 
Resolution: http://odr.info

The UN Working Group on ODR:
http://www.odr2011.org

UNCITRAL ODR Colloquium: 
http://www.pace.edu/page.cfm?doc_id=35749

ADR Cyberweek: 
http://www.odr.info/cyberweek.php

http://odr.info/
http://www.odr2010.com.ar/ing/
http://www.pace.edu/page.cfm?doc_id=35749
http://www.odr.info/cyberweek.php
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