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Abstract

Since China entered the internet era in the late 20th century, profound changes have occurred in
people’s consumption and purchasing patterns. The continuous expansion of e-commerce has
brought about high-frequency, small-amount, and massive transaction disputes. Traditional dis-
pute resolution mechanisms face practical challenges such as inefficiency, high costs, and poor user
experience when dealing with such disputes, becoming key factors constraining platform governance
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effectiveness and consumer experience improvement. Consequently, online dispute resolution mech-
anisms have gradually become an important way to handle e-commerce disputes. Although online
mediation has advantages in online transaction scenarios, practical issues such as insufficient tech-
nical trust, lagging laws and regulations, and a disconnect in talent capabilities persist. There is an
urgent need for improvements through technological breakthroughs, legal refinements, and en-
hanced human-machine interaction.
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