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Abstract

With the rapid development of e-commerce in China, the high-frequency, small amount and cross-
regional nature of consumer disputes have challenged the traditional dispute resolution mecha-
nism. All aspects of development in today’s society emphasize digital transformation, and digital
empowerment is in full swing to inject energy into the e-commerce industry. From the technical
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level, e-commerce consumer dispute arbitration can be realized through online processes, block-
chain deposits and other technological means, thus significantly reducing the cost of dispute reso-
lution and improving efficiency. However, against the backdrop of data not yet being formally rec-
ognized or defined as a specific right at the legal level, and considering the inherent inequality be-
tween the opposing parties in consumer disputes in terms of information, status, and economic
power, designing arbitration rules that can effectively promote equality in legal status between the
disputing parties, thereby fairly protecting the legitimate rights and interests of both sides and ef-
fectively resolving disputes, is a question worthy of in-depth study. On the basis of traditional com-
mercial arbitration, consumer arbitration in overseas practice and the latest domestic experi-
mental practice, this paper studies the necessity, possibility and feasibility of establishing consumer
arbitration system in China’s e-commerce field, and sets up “consumer-friendly” arbitration rules,
with a view to providing references for the makers of consumer arbitration system and e-commerce
platforms’ governors.
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Figure 1. Map of major constraints on e-commerce consumer
dispute manifestation and dispute resolution effects
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Figure 2. Fluctuation chart of e-commerce consumer rights index (January 2017~December 2024) (Source: Ali
Research Institute)
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Figure 3. Diagram of the main components of
the arbitration mechanism
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