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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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eBay Resolution Center



Resolution Center on PayPal



IP on eBay: The VERO Program



eBay’s Version of the UDRP: IFR





IFR Removal Criteria

• Did the member leaving the feedback not demonstrate a good faith effort to 
complete the transaction? 

• Was the feedback not submitted in a reasonable timeframe? 
• Is there evidence that suggests the transaction-related information contained in 

the feedback comment is factually inaccurate? 
• Did the member leaving the feedback make an attempt to extract excessive 

value from the other party? 

Ratings will be withdrawn if the independent feedback review determines 
that the member who seeks a rating withdrawal has clearly and convincingly 
established one or more of the following:







The Community Court



Conclusions

• ODR is the future
• Fundamentally it’s about justice
• Customers must be able to define us
• We need to embrace the advances of technology 
and break out of our old models
• Prices per case have to come down

This is the evolution of the ADR field
• ADR is encountering serious challenges
• ODR may be the future of all dispute resolution



Resources

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

The UN Working Group on ODR:
http://disputes.run‐image.co.il

The ODR International Workshop series:
http://odrworkshop.info

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


