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Abstract

Due to the ambiguity of legal provisions and the profit-oriented direction pursued by e-commerce
platforms, the internal dispute resolution mechanisms of e-commerce platforms substantially de-
viate from the value of fairness, constituting a systemic irregularity. This systemic irregularity man-
ifests externally in defects in the dispute resolution rules, procedural deficiencies, and relational
issues within the internal dispute resolution mechanisms. The underlying cause lies in the self-op-
erating nature of the system and the abuse of dominant positions by e-commerce platforms. The
formal requirements of rules and procedures alone cannot eradicate this systemic irregularity; in-
stead, an ideal discursive environment should be established, ensuring that all potential partici-
pants can substantively engage, thereby compelling the dominant e-commerce platforms to com-
municate rationally and limiting their autonomous operation. Considering the characteristics of
transactions and disputes on e-commerce platforms and the position of their internal dispute reso-
lution mechanisms, the ideal discursive environment required is a trust-based order. To this end,
by promoting the concept of reconstructing a trust order, implementing participatory measures in
the formulation and updating of dispute resolution rules, and establishing independent supervision
measures, an ideal discursive environment can be created where all potential participants can
meaningfully participate and enjoy equal rights to speak, interpret, express, and act. This recon-
struction of the trust order will realign the internal dispute resolution mechanisms from the pursuit
of profit values back to the core coordinate of fairness.
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