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  ABSTRACT 
Online Dispute Resolution (ODR) is an emerging field that has the potential to transform 

dispute resolution in India. This research paper begins with a prologue to ODR and its 

importance in India. This paper then goes on to examine the present condition of ODR in 

India in depth, covering the legal structure and framework, developments and changes, 

and growth of ODR in India. The paper further analyzes the benefits of ODR, the 

comparison of ODR to traditional dispute resolution techniques in India, and the 

assessment of the challenges that ODR faces in India. The paper gives potential answers 

to these challenges to ensure the widespread adoption of ODR in India. This research paper 

concludes with the capability of ODR to transform dispute resolution in India and its future 

prospects. This paper aims to give a comprehensive analysis of the challenges, 

opportunities, and prospects of ODR in India. Finally, suggestions for further research and 

the limitations of the study are given. 

Keywords: Online Dispute Resolution (ODR), Online Mediation, Challenges, 

Opportunities, Future Prospects. 

 

I. INTRODUCTION 

Online Dispute Resolution (ODR) is a present-day mechanism to resolve disputes and conflicts 

without going to court. The proliferation and increase in usage of the internet and the growth 

of e-commerce have necessitated the need for such a mechanism. ODR is essentially the usage 

of technology in the conventional dispute resolution process. It employs a variety of digital 

communication tools, including video conferencing, email, and chat, to resolve disputes 

efficiently. ODR is becoming increasingly popular across the world as a dispute resolution 

mechanism, and India is no exception to this. ODR dispute resolution is conducted online and 

it predominantly involves the use of technology to facilitate the resolution of disputes. ODR 

 
1 Author is an Assistant Professor of Law at Damodaram Sanjivayya National Law University (DSNLU), 

Visakhapatnam, Andhra Pradesh, India. 
2 Author is an LLM Graduate from Damodaram Sanjivayya National Law University (DSNLU), Visakhapatnam, 

Andhra Pradesh, India 



 
751  International Journal of Legal Science and Innovation [Vol. 6 Iss 4; 750] 

© 2024. International Journal of Legal Science and Innovation   [ISSN 2581-9453] 

can take many forms, like negotiation, mediation, and arbitration. In ODR, the parties can 

interact with each other and the neutral third party through the usage of different forms of 

communication technology. The objective of ODR is to provide a fast, efficient, and savvy 

method of resolving disputes as compared to the traditional dispute resolution process. India 

has a large and quickly developing e-commerce market. The growth of e-commerce has 

increased disputes between consumers and e-commerce platforms. ODR can provide a fast and 

efficient method of resolving such disputes. 

ODR is additionally significant in India because the conventional legal system is overburdened 

and slow. Indian courts have a significant backlog of cases that need to be handled, which 

might take years to resolve the disputes. ODR can provide a faster and more efficient method 

of resolving disputes, without the need for parties to go to court for the settlement of their 

disputes. Moreover, ODR can provide access to justice to those who might not have the means 

to pursue legal action in a conventional court. ODR can be conducted from anywhere, and 

parties can participate in the process utilizing their mobile phones or computers. This can make 

it easier for people in remote areas or with limited resources to access dispute resolution 

services. Overall, the importance of ODR in India can't be overstated. This method of dispute 

resolution process can revolutionize how disputes are resolved in the nation, making the 

process faster, more efficient, and more accessible to all. 

Purpose & Scope 

The purpose of this research paper is to examine the current state of Online Dispute Resolution 

(ODR) in India and highlight its importance, benefits, challenges, and potential for future 

development. This paper aims to explore the existing legal framework for ODR in India and 

explore its effectiveness in dispute resolution. 

The scope of this research paper includes a review of the literature on ODR, an overview of 

the legal and regulatory framework for ODR in India, and an assessment of the current state of 

ODR in India, including its acceptance and usage. The paper also examines the challenges and 

limitations of ODR in India, including issues related to the enforceability of ODR outcomes 

and decisions and the need for awareness. Furthermore, the research paper will likewise 

examine the potential of ODR in India to revolutionize dispute resolution in India and the steps 

that can be taken to improve its reception and effectiveness. The research paper aims to provide 

an exhaustive understanding of ODR in India by examining the current state of ODR in India 

and its potential for future development. The scope of this research study is also to understand 

the functioning of the online dispute resolution system along with the legal issues related to 
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jurisdiction, privacy, confidentiality, etc. The study also covers the impact of Information and 

Communication Technology and the internet on the dispute resolution system in light of 

existing systems of dispute settlement and their drawbacks, so as to assess the need and 

feasibility of adopting online dispute resolution in India. The research paper will contribute to 

the existing literature on ODR in India and aims to provide valuable insights for policymakers, 

practitioners, and researchers.  

Objectives of the Research Study: 

The main objective of this research study is to assess the need for ODR and the Internet for 

dispute settlement mechanisms in India. Other objectives of this study are:- 

● To identify the area and scope of the ODR system. 

● To explore the need for online dispute resolution in India. 

● To identify whether an online dispute resolution mechanism is compatible with the 

present Indian legal setup. 

Research Methodology 

The present study is primarily descriptive and analytical. The information has been collected 

from secondary sources both print material as well as internet sources, such as books related to 

this concept; articles of various scholars; research projects; reports on this concern; and other 

available literature found in different journals and magazines available in the libraries and 

various reports and documents of international commissions and organizations. 

Literature Review on Online Dispute Resolution in India 

1.      Dev Sareen, “Online Dispute Resolution- Application and Challenges International 

Journal of Law Management & Humanities Volume 1, Issue 5 ISSN: 2581-5369”3 

This research paper discusses the concept of Online Dispute Resolution as a part of Alternate 

Dispute Resolution including Methods of ODR, the working mechanism of ODR, how the 

resolution of disputes can be done digitally, and also highlights a few challenges to ODR.   

2.      Ms. Apoorva Dixit, “Online Dispute Resolution: An Indian Perspective International 

Journal of Law Management & Humanities Volume 2, Issue 1 ISSN: 2581-5369”4 

 
3 Dev Sareen, “Online Dispute Resolution- Application and Challenges International Journal of Law Management 

& Humanities Volume 1, Issue 5 ISSN: 2581-5369” available at https://www.ijlmh.com/wp-

content/uploads/2019/03/Online-Dispute-Resolution-Application-and-Challenges.pdf  
4 Ms. Apoorva Dixit, “Online Dispute Resolution: An Indian Perspective International Journal of Law 

Management & Humanities Volume 2, Issue 1 ISSN: 2581-5369” available at https://www.ijlmh.com/wp-

content/uploads/2019/04/Online-Dispute-Resolution-An-Indian-Perspective.pdf   
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This research paper discusses the advantages and examples of Online Dispute Resolution in 

action and critically analyses the concept of Online Arbitration and provides a few 

recommendations concerning the effective functioning of the ODR mechanism. 

3.      Duhsyant Chauhan & Charu Bajaj “A STEP TOWARDS THE FUTURE: ONLINE 

DISPUTE RESOLUTION” Indian Journal of Integrated Research in Law Volume II Issue 

II  ISSN: 2583-05385 

This research paper discusses the Establishment of Online Dispute Resolution, providing 

justice through the usage of Technology, the process of ODR, and also stated a few Online 

Dispute Resolution Websites  

4.      Mr. S Kulkarni, “Online Dispute Resolution Mechanisms in India - A Reality A Case 

Study of the Online Consumer Mediation Centre, Bangalore” Turkish Online Journal of 

Qualitative Inquiry (TOJQI) Volume 12, Issue 6, July 2021: 6511-65156 

This research paper discusses the different versions of Online and E- Mediation including web-

enabled mediation, crowd justice, and assisted negotiation. This research predominantly 

concentrated on the “Online Consumer Mediation Centre (OCMC) NLSIU Bangalore and 

critically analyzed the role of Universities across the globe in promoting Online Dispute 

Resolution Mechanisms”7.  

II. CONCEPT OF ODR (ONLINE DISPUTE RESOLUTION): 

Online Dispute Resolution (ODR) is a conflict-resolving method using Information and 

Communication Technology (ICT).8 This procedure is conducted at two different places, 

generally through websites, different from the physical mode where the presence of the 

disputants is required. This is viewed in two different aspects;  firstly this is an extra-judicial 

dispute resolution method, which is different and outside the ordinary court system, using 

online dispute resolution applications by ODR providers.9 

American Bar Association (ABA) Task Force on E-commerce and ADR defines this concept 

 
5 Duhsyant Chauhan & Charu Bajaj “A STEP TOWARDS THE FUTURE: ONLINE DISPUTE RESOLUTION” 

Indian Journal of Integrated Research in Law Volume II Issue II  ISSN: 2583-0538 available at 

https://ijirl.com/wp-content/uploads/2022/04/A-STEP-TOWARDS-THE-FUTURE-ONLINE-DISPUTE-

RESOLUTION.pdf  
6 Mr. S Kulkarni, “Online Dispute Resolution Mechanisms in India - A Reality A Case Study of the Online 

Consumer Mediation Centre, Bangalore” Turkish Online Journal of Qualitative Inquiry (TOJQI) Volume 12, Issue 

6, July 2021: 6511-6515 available at https://www.tojqi.net/index.php/journal/article/download/2759/1847/3070  
7 Id 
8 Online Dispute Resolution: Effortless Justice Accessible to All available at https://resolvedisputes.com/  
9 Esther Van Den Heuvel, "ODR as a Solution to Cross Border E-disputes” University of Utrecht, at 8 (August 

2000), available at: http://www.oecd.org/internet/consumer/1878940.pdf   
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as: 

“Online Dispute Resolution is a broad term that encompasses many forms of Alternative 

Dispute Resolution (ADR) that incorporate the use of the Internet, websites, email 

communications, streaming media and other information technology as part of the dispute 

resolution process. Parties may never meet face-to-face when participating in ODR. Rather, 

they might communicate solely online.”10 

Online Dispute Resolution can also be defined as the development of applications, software, 

and computer networks for resolving disputes with alternative methods of dispute resolution. 

There are four types of online dispute resolution systems that are more popular: 

“Online settlement, with the help of an expert system to settle financial disputes automatically, 

Online arbitration, using websites to resolve disputes with the help of qualified arbitrators, 

Online resolution of consumer complaints, with the help of email, etc, resolving consumer 

claims, Online mediation, through websites to resolve disputes with the help of qualified 

arbitrators”.11 

But this categorization is not exhaustive. There are other methods of ODR such as e-negotiation 

and e-conciliation. All of the above methods are not fully developed yet. Till date, online 

settlement and online mediation are mostly used and advanced methods. 

ODR is interpreted in a wider sense as an online environment to help communication and 

dispute resolution, and as a supplementary tool to help court proceedings and the court 

system.12 It includes both courts run ODR and e-courts. 

III. FORMS OF ONLINE DISPUTE RESOLUTION  

1. Online Negotiation and e-Negotiation 

Online negotiation covers the exchange of views and proposals regarding the dispute when 

parties want to settle disputes outside the court. There is no need for intervention from a third 

party. This process is completely voluntary and parties can withdraw at any time. Online 

negotiation is very popular in the age of e-commerce due to some peculiar features. Various 

tools, software, communication system, decision support system, and algorithms, are 

 
10 American Bar Association, “Addressing Disputes in Electronic Commerce Final Report and Recommendations 

of ABA Task Force on E-Commerce and ADR”, available at: https://www.americanbar.org/co 

ntent/dam/aba/migrated/dispute/documents/FinalReport102802.authcheckdam.pdf    
11 Ethan Katsh, "Cyber Law: Issues Affecting the Internet and Its Governance” 28, N. Ky. L. Rev. 810, 813 (2001). 
12 Nicolas W. Vermeys and Karim Benyekhlef, “ODR and the Courts” in Mohamad S. Abdul Wahab, Ethan Katsh, 

et.al., (eds.), Online Dispute Resolution: Theory and Practice- A Treatise on Technology and Dispute Resolution, 

308 (Eleven International Publishing, The Hague, The Netherlands, 2012). 
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developed in various countries to use online negotiation and e-negotiation. 

E-negotiation included in ODR processes covers within its sphere all online transactions in 

which parties to dispute seek an agreement through negotiation. It is a system that employs 

technology as a negotiation support tool. This system is comprised of a number of components 

such as communication, structure, decision support, and algorithms. In various countries, it is 

mostly availed by business partners using electronic means. It is a system that uses negotiation 

support tools including computers and communication tools to help the disputants. E-

negotiation is the advanced stage of the decision-making process with the help of artificial 

intelligence.  

2. Online Mediation and E-mediation 

Online Mediation and e-mediation are the next stages of the ODR procedure. “To put it simply, 

mediation is like assisted negotiation but with a difference that there is the involvement of a 

third party and the active involvement of neutrals.”13 This is a method where two parties agree 

to submit their differences to a neutral third party known as a mediator.  

In the case of online mediation, other features are similar to traditional mediation for example; 

the mediator offers parties the possibility of exploring a solution. In this process, the mediator 

can only make suggestions to the parties and facilitate communication, valuable ideas, and 

move the discussion toward an agreement with no decision-making powers. In this method, 

apart from traditional mediation, parties have twenty-four-hour access to mediation and 

communication online, parties need not meet physically which makes the process very fast.14 

3. Non-Binding Online Arbitration 

Traditional arbitration creates the impression that it replaces court proceedings. By agreeing, 

parties exclude the jurisdiction of the court. Hence, an arbitrator has the power to make 

decisions that have binding force. Yet there is one more form of online arbitration which is 

called non-binding arbitration. This unique feature of online arbitration makes it more useful. 

Uniform Domain Name Dispute Resolution Policy (UDRP) is a form of non-binding online 

arbitration.15 

 
13 Victor Terekhov, Online Mediation: A Game Changer Or Much Ado About Nothing? https://ajee-

journal.com/upload/attaches/att_1569575810.pdf  
14 A. Bevan, Alternative Dispute Resolution 23 (Sweet and Maxwell, London, 1992). 
15 Pablo Cortés, Online Dispute Resolution for Consumers in the European Union 69 (Routledge, New York, 

2011).  
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IV. OVERVIEW OF ODR IN INDIA 

The twenty-first century is an era of Information and Communication Technology (ICT). 

Changing and emerging technology has considerable relevance to the continuing development 

of the ADR system. With the growth of the internet and expanded use of computers, other types 

of distance electronic communications such as email, video chat, audio communications, and 

video conferencing have been adopted for use with three principal forms (mediation, 

conciliation, and arbitration) of alternative dispute resolution.16 

Online Dispute Resolution (ODR) is a relatively new concept in India, which has gained 

acceleration in recent years.17 ODR refers to the usage of the Internet and digital technology to 

resolve disputes between parties, without the need for physical presence in a courtroom.  

India's judiciary requires a revitalized approach to leveraging internet and ICT technologies. 

To realize the full potential of e-governance in the legal sphere, a robust techno-legal e-court 

framework is essential. Prioritizing ICT and e-court training for the judicial system is 

imperative. Additionally, integrating Online Dispute Resolution (ODR) into e-courts can 

significantly alleviate case backlogs. Urgent action is needed to fully harness the power of ICT 

within the existing legal infrastructure. 

The main purpose of ODR is to make the dispute resolution process faster, more efficient, and 

cheaper than traditional dispute resolution methods. In India, ODR has been used primarily for 

resolving e-commerce disputes but has grown significantly in recent years due to the growing 

popularity of online marketplaces. However, ODR is now also used in other areas such as 

commercial disputes, family disputes, and even criminal disputes. ODR in India is mainly 

conducted through online platforms such as e-courts, state legal service authorities, and private 

ODR providers. 

1. Applicability of ODR in India 

Online Dispute Resolution is a method that can be applied to different areas such as 

1. Public Sector 

2. Private Sector 

“Public sector is an area where Online Dispute Resolution is helpful in the present judicial and 

quasi-judicial sector and the private sector covers online ADR in different areas such as labor 

 
16 Ethan M. Katsh and Janet Rifkin, Online Dispute Resolution: Resolving Conflicts in Cyberspace 3 (Jossey-

Bass, A Wiley Company, San Francisco, 2001). 
17 Online Dispute Resolution (ODR) available at https://byjus.com/free-ias-prep/online-dispute-resolution-india / 
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disputes, the financial sector, cyberspace, domain name disputes, ecommerce etc.”18 

2. Growth and Development of ODR in India 

The development and expansion of ODR in India have been a gradual process. In the early 

2000s, the idea of ODR was introduced in India, and some institutions started experimenting 

with it. However, the use of ODR was restricted to a few sectors such as e-commerce, banking, 

and insurance. Over time, with the increasing use of the internet, the need for an efficient and 

cost-effective dispute resolution mechanism has become more significant. 

One of the key elements that have contributed to the growth of ODR in India is the increasing 

use of smartphones and the Internet. With the growing number of people using the Internet for 

transactions, the number of disputes has also raised. To manage this issue, many ODR 

platforms have been developed, which offer an efficient and cost-effective dispute resolution 

mechanism. 

Another aspect that has contributed to the growth of ODR in India is the aid from the 

government. The Indian government has identified the potential of ODR and has taken several 

initiatives to promote its use. For example, the Ministry of Law and Justice established the E- 

Courts Project, which aims to provide ODR facilities for dispute resolution in the courts. 

The development and growth of ODR in India have been slow but steady. With the increasing 

use of the internet, the support from the government, and the emergence of new ODR service 

providers, the future of ODR in India looks promising.  

3. Examples of ODR Initiatives & Platforms: 

• DEPARTMENT OF CONSUMER AFFAIRS INITIATIVES: The Department of 

Consumer Affairs has undertaken several initiatives to enhance consumer protection and 

redressal. A key step was the introduction of the Integrated Consumer Grievance Redressal 

Mechanism (INGRAM), which provides a centralized platform for consumers to lodge 

complaints. To further simplify the process, the department launched a dedicated consumer 

app. The Consumer Protection (E-commerce) Rules, 2020, complementing the National 

Consumer Helpline (NCH), have strengthened consumer rights in the digital marketplace. The 

department has also been instrumental in implementing the Consumer Protection Act, 2019, 

which provides a robust legal framework for consumer protection. The revamped E-Daakhil 

portal simplifies the filing of e-complaints, making the process more accessible for consumers. 

 
18 Karim Benyekhlef and Fabien Gélinas, “Online Dispute Resolution” 10:2 Lex Electronica 1- 129, 47 (2005), 

available at: http://ssrn.com/abstract=1336379     
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These initiatives collectively aim to empower consumers, provide effective grievance 

redressal, and promote a consumer-friendly ecosystem. 

• NATIONAL PAYMENTS CORPORATION OF INDIA (NPCI) step towards 

ODR. NPCI took a significant step towards enhancing consumer protection in digital payments 

by directing all payment system operators (PSPs) to establish an Online Dispute Resolution 

(ODR) system. This system was designed to efficiently handle disputes and grievances related 

to failed transactions within their respective payment systems.  

• SECURITY AND EXCHANGE BOARD OF INDIA (SEBI) ODR 

FRAMEWORK: The Securities and Exchange Board of India (SEBI) outlined a clear process 

for resolving investor disputes online in August 2023. Investors must first file a complaint with 

the involved market participant. If the issue persists, they can escalate the matter to SEBI's 

SCORES portal. 

• CADRE: CADRE is a digital platform dedicated to streamlining the resolution of both 

personal and business conflicts. By offering a transparent, affordable, and efficient online 

arbitration process, CADRE aims to provide swift solutions to disputes. 

• SAMA: SAMA is a comprehensive online platform that provides a one-stop solution 

for dispute resolution. Users can choose from mediation, arbitration, or Lok Adalat services, 

all accessible in a single, user-friendly environment. 

• CENTRE FOR ONLINE DISPUTE RESOLUTION (CORD): CORD leverages 

technology to make arbitration and mediation more accessible and cost-effective. The platform 

focuses on providing a secure online space for individuals and businesses to resolve their 

disputes through arbitration and mediation. 

• JUPITICE: It is an AI Powered comprehensive digital platform dedicated to resolving 

commercial disputes efficiently and cost-effectively. It offers online dispute resolution services 

for a wide range of commercial conflicts, including e-commerce, B2B, B2C, and cross-border 

disputes. 

V. CURRENT STATE OF ODR IN INDIA 

The current state of ODR in India can be analyzed from several perspectives such as its 

effectiveness, accessibility, adoption, and regulatory framework. 

• Effectiveness: The effectiveness of ODR in India is still being debated as there is a 

lack of empirical evidence and research studies on its success rate. However, anecdotal 

evidence suggests that ODR has been successful in resolving disputes in various sectors 
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such as e-commerce, banking, and insurance. ODR has also been successful in reducing 

the backlog of cases in traditional courts. 

• Accessibility: ODR access in India has been limited owing to a variety of problems 

including a lack of awareness, technological know-how, and language obstacles. Many 

people in India are unaware of ODR as a dispute settlement method, and education and 

awareness programs to encourage its usage are lacking. Technical barriers such as the 

availability of high-speed internet and the cost of technology also hinder the 

accessibility of ODR in India. Moreover, language barriers are a significant challenge 

as India is a linguistically diverse country, and ODR service providers must offer 

services in multiple languages. 

• Adoption: The adoption of ODR in India has been slow but steady. ODR has mostly 

been used in the e-commerce sector, where it has been successful in resolving disputes 

in an expedient and cost-effective manner. However, ODR usage in other industries 

like healthcare, real estate, and education remains restricted. 

• Regulatory framework: The regulatory framework for ODR in India is still evolving. 

Currently, there is no specific legislation or regulation that governs ODR in India. 

Several legislative statutes, such as the Information Technology Act of 2000 and the 

Consumer Protection Act of 2019, do, however, offer a legal framework for ODR. The 

Indian government has also launched several initiatives such as the eCourts Project, 

which aims to provide ODR facilities for dispute resolution in the courts.  

The current state of ODR in India shows growth potential, but several challenges need to be 

addressed. The effectiveness of ODR needs to be studied empirically, and awareness and 

education programs need to be promoted to increase its accessibility. Furthermore, the use of 

ODR in various industries should be promoted, and its regulatory framework should be 

enhanced in order to create a clear legal foundation for ODR in India. 

VI. EXISTING LEGISLATIONS RELATED TO ODR IN INDIA 

Online Dispute Resolution is essentially an Alternate Dispute Resolution in the online form. 

The legislation related to ADR and Online Dispute Resolution Mechanisms in India is available 

under four statutes and the relevant provisions are mentioned below.  

a) The Arbitration and Conciliation Act, 1996 (A & C Act, 1996), 

The Arbitration and Conciliation Act, 1996 that replaced the much-criticized predecessor, the 

1940 legislation on the following points, viz., jurisdiction and arbitrability, stay of the suit, and 
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powers of the Court to interfere has greater scope for ADR apart from conventional arbitration 

and conciliation as stipulated under the statute. Emphasis on conciliation and the ability to 

invoke these mechanisms at any stage, even when the matter is before the Court as a sub-judice 

matter make this Act an important milestone in Indian ADR.  

b) The Code of Civil Procedure, 1908 (CPC),  

Considering the increase in litigation and the limitations of the Arbitration Act, of 1940 itself, 

Section 89 was reintroduced by an amendment in 1999, which took effect in 2002. Settlement 

of suits by arbitration, conciliation, mediation, and through Lok Adalat was allowed. Order X 

was also amended and Rules 1A, 1B, and 1C were introduced.19 It should be remembered that 

once the matter before the Court is referred for arbitration, the “entire A & C Act, 1996 applies 

to the proceedings” as if it were proceedings under that Act.20 

Section 89 is a unique provision that is not seen either in European or American contexts. The 

object of the section appears to be three-fold. Firstly, it aims to end litigation quickly. Secondly, 

it encourages ADR. Most importantly it has given the judicial seal of authority to ADR 

settlements and such settlements are binding as if they were orders of the Court. It must 

however be noted that ODR is not directly given an impetus in these provisions. It was only 

during the pandemic that courts started going online and it remains to be seen if this practice 

will continue and be established as the norm as days go by. 

c) The Information Technology Act, 2000 (the IT Act, 2000)  

The enactment of the Information Technology Act, 2000 was the real game-changer as far as 

ADR through Online Dispute Resolution Mechanisms was concerned. The entire gamut of 

electronic records substituting paper records was recognized and a proceeding could actually 

be completely done through electronic records that are digitally signed. Both electronic records 

and digital signatures were recognized statutorily vide Sections 5 and 6 of the Act of 2000.21 

This enabled contracts to be contracts digitally entered into, including agreements to arbitrate 

or for other forms of ADR. Online Dispute Resolution Mechanisms could be statutorily used 

for ADR since 2000 after the enactment of this statute. India’s increased network coverage, 

participation in ecommerce, and ODR through Alternate Dispute Resolution Mechanisms are 

all facilitated by this Act. 

 

 
19 C. K. Takwani, Civil Procedure 7th Edn. (2014) 
20 Sudipto Sarkar & V. R. Manohar (Eds.), 1 Sarkar On Code Of Civil Procedure, 10th Edn., 431-45 (2004). 
21 D N Panda, Practical Handbook On The Information Technology Act 29-34 (2000). 
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d) Bharatiya Sakshya Adhiniyam, 2023 (Sections: 62 and 63) 

To give further impetus to IT the sections of Bharatiya Sakshya Adhiniyam, 2023 i.e. Sections 

62 and 63 which deal with the admissibility of electronic records and special procedures, 

therefore, were introduced. Through these sections audio CDs and videos of video 

conferencing proceedings are admissible evidence.22 This gives a much-needed fillip to ODR 

through ADR in our country. 

The legal framework for ODR in India is still evolving, but with the growing popularity of 

ODR, it is expected that more legislation and regulations will be enacted to regulate the use of 

ODR in India. 

VII. ADVANTAGES OF ODR OVER TRADITIONAL DISPUTE RESOLUTION 

MECHANISMS: 

ODR in India has several advantages over traditional dispute resolution mechanisms. Some of 

the key benefits of ODR in India are 

• Accessibility: ODR makes justice accessible to a larger number of people, especially 

those who are living in remote or rural areas, where physical access to courts may be 

limited. ODR is accessible to all, regardless of geographical location, time zone, or 

physical mobility. Parties can easily participate in the process through their 

smartphones or laptops without the need to physically travel to a court or an arbitrator’s 

office. With ODR, individuals can access the dispute resolution process from anywhere 

in the country as long as they have an internet connection. 

• Convenience: ODR provides a more convenient way for parties to resolve their 

disputes. Traditional dispute resolution mechanisms require parties to be physically 

present in a court or arbitration venue, which can be time-consuming and costly. ODR, 

on the other hand, can be conducted entirely online, allowing parties to participate from 

the comfort of their homes or offices. 

• Cost-effectiveness: ODR can be significantly more cost effective than traditional 

dispute resolution mechanisms. Traditional dispute resolution mechanisms, such as 

litigation or arbitration, can be prohibitively expensive for many individuals and small 

businesses. ODR, on the other hand, can be conducted entirely online, which can 

significantly reduce the cost of dispute resolution. 

 
22 V. R. Manohar (Ed.), Ratanlal & Dhirajlal On The Law Of Evidence 468-471 24 D (2011) 
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• Speed: ODR can be much faster than traditional dispute resolution mechanisms. 

Traditional dispute resolution mechanisms can take years to resolve a dispute, whereas 

ODR can often be completed in a matter of weeks or months. In traditional methods, 

the time taken to resolve a dispute depends on the availability of judges or arbitrators 

and the number of cases pending in the court or arbitration center. ODR, on the other 

hand, can be completed in a matter of days or weeks, depending on the complexity of 

the dispute. 

• Expertise: ODR allows parties to access experts in various fields, regardless of their 

geographic location. This can be particularly useful in complex disputes where parties 

require the expertise of professionals in specific fields. 

• Transparency: ODR provides a more transparent dispute resolution process than 

traditional dispute resolution mechanisms. Parties can track the progress of their dispute 

in real time, and all communication between the parties is recorded and stored 

electronically. 

ODR has the potential to transform the way disputes are resolved in India and has numerous 

advantages over traditional dispute resolution methods in India, making it an attractive option 

for parties seeking an efficient, cost-effective, and accessible method of dispute resolution. 

VIII. CHALLENGES TO ODR IN INDIA 

• Lack of awareness and trust: Lack of awareness and trust among the general people 

is one of the key problems for ODR in India. Many people are not familiar with ODR 

and may be hesitant to use it, especially in important disputes. 

• Digital Divide: A considerable portion of the Indian population lives in rural and 

isolated locations with limited access to technology and the Internet. 

• Language Barriers: India is a multilingual country with several languages and 

dialects. This makes it difficult to provide ODR services in different languages, as there 

is a need for trained mediators who are proficient in multiple languages. 

• Quality of Mediators: The quality of mediators in ODR platforms is a crucial factor 

that affects the success of the system. There is a need for skilled and experienced 

mediators who can comprehend the complexities of various disputes and assist parties 

in reaching mutually acceptable solutions. 
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• Legal recognition: Currently, there is no specific legislation governing ODR in India. 

Although the IT Act, of 2000 recognizes electronic records and digital signatures as 

legally valid, there is no clarity on the legal enforceability of ODR decisions. 

• Technical challenges: Technical challenges such as network connectivity issues, 

power outages, and cybersecurity concerns can impact the efficiency and effectiveness 

of ODR processes. 

• Limited scope: Currently, ODR is primarily used for resolving disputes in e-commerce 

transactions. However, it has yet to be widely accepted for other sorts of conflicts such 

as family, property, and civil. 

• Privacy concerns: There are concerns about the privacy of data exchanged during 

ODR processes, especially when it involves sensitive information. 

Addressing these challenges would be crucial for the effective implementation of ODR in 

India. 

IX. SOLUTIONS TO OVERCOME INDIA'S ODR CHALLENGES: 

There are several possible solutions to the problems plaguing ODR in India:  

• Education and Public Awareness: One of the most serious problems related to ODR 

in India is the lack of public awareness and education. Addressing this issue requires 

awareness and education initiatives to educate people about the advantages of ODR and 

how it functions. 

• Standardization and Certification: A system of standardization and certification is 

crucial for improving the quality and credibility of ODR providers. This can be fulfilled 

through the establishment of accreditation bodies that assess, evaluate and certify ODR 

providers based on precise criteria. 

• Technological Infrastructure: Technological infrastructure is a significant challenge 

for ODR in India, specifically in rural areas. Solving this issue will require conscious 

actions to enhance the country's technological infrastructure, particularly the 

availability of high-speed Internet and mobile connectivity. 

• Data Security and Privacy: With the rising usage of private data in online 

transactions, data security, and privacy are key issues in ODR. To handle this, ODR 

providers must enforce robust data protection policies and practices, and comply with 

the applicable data protection laws. 



 
764  International Journal of Legal Science and Innovation [Vol. 6 Iss 4; 750] 

© 2024. International Journal of Legal Science and Innovation   [ISSN 2581-9453] 

• Legal Framework: The legal framework for ODR in India is still emerging, and there 

are gaps in the legal framework that must be addressed and resolved. To overcome this 

challenge, there is a requirement for the government to enact precise and 

comprehensive laws and regulations controlling ODR in India. 

• User-Friendly Platforms: ODR platforms should be user-friendly and available to all, 

including those with disabilities or who are not computer-savvy. Platforms should also 

be available in multiple languages to cater to India's diverse population. 

• Mediator and Arbitrator Training: It is important to assure that mediators and 

arbitrators involved in ODR are qualified, trained, and certified. This will contribute to 

the process being fair, unbiased, and effective. 

Managing these challenges will require a coordinated effort between the government, ODR 

providers, and other stakeholders. By doing so, ODR can become a more accessible, efficient, 

and effective means of settling disputes in India. 

X. CONCLUSION 

Online Dispute Resolution (ODR) in India is still in the nascent stages, however, it holds 

enormous potential for changing the traditional dispute resolution mechanisms in the country. 

ODR offers numerous advantages such as convenience, accessibility, cost-effectiveness, and 

faster resolution of disputes. However, adopting ODR in India also faces significant challenges, 

such as the lack of awareness, infrastructure, and trust in online systems. 

The future of ODR in India is bright, as the government has already taken initiatives to promote 

its use, and businesses are increasingly adopting ODR systems. However, the challenges of 

adoption need to be addressed to ensure its widespread use. 

The findings of this research paper propose that ODR can possibly reform dispute resolution 

in India, however, it requires a concerted effort from all stakeholders to conquer the difficulties 

and create an ecosystem that advances its utilization. After conducting a comprehensive 

analysis of ODR in India, several key findings have emerged.  

Firstly, ODR can possibly transform the dispute resolution landscape in India by providing a 

more accessible, convenient, and cost-effective option in contrast to traditional methods. 

Secondly, while there has been substantial growth in the use of ODR in recent years, there are 

nevertheless several challenges that should be handled to ensure its far and wide reception. The 

case studies examined in this research demonstrate the potential of ODR to be successful in 

resolving disputes, particularly in the e-commerce sector.  
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The implications of the future of ODR in India include a more efficient and effective dispute 

resolution system that is accessible to all, particularly in the digital age. 

XI. SUGGESTIONS FOR FURTHER RESEARCH 

Suggestions for other researchers for further research on the topic of Online Dispute Resolution 

in India include: 

● Conducting in-depth case studies on ODR in India to comprehensively analyze the 

successes and challenges across various sectors and contexts. 

● Investigating the use of emerging technologies such as Blockchain, AI, and machine 

learning for better implementation of ODR in India. 

● Examining the role of ODR in resolving cross-border disputes. 

● Analyzing the effectiveness of the current legal and regulatory frameworks for ODR in 

India and proposing reforms if necessary. 

● Empirically assessing the impact of ODR on access to justice and the overall justice 

delivery system in India through rigorous data collection and analysis. 

XII. LIMITATIONS OF THE RESEARCH PAPER 

The research study focuses primarily on ODR in India and does not compare it to other 

countries' experiences or analyze the global ODR landscape and practices. The research study 

relied on secondary sources, and primary data collection methods such as interviews and 

surveys might give a more nuanced knowledge of the problems and prospects of ODR in India. 

***** 


