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Proposals for the implementation of 
the declaration on cross-border 
consumer dispute resolution and 
redress



First - e ve r agre e d  docume nt on c ros s -borde r 
cons ume r d is pute  re s olution

Pre s e nte d  by the  Dominican Re pub lic  and  
approve d  by cons e ns us  by the  IGE Cons ume r 
Prote c tion in 20 24  (TD/B/C.I/CPLP/4 2)

Encourage s  me mbe r Sta te s  to:

 De ve lop  me chanis ms  for c ros s -borde r 
trans ac tions  and  d is pute  re s olution

 Promote  inte rna tiona l coope ra tion

UNCTAD to pre pa re  p ropos a ls  on how to 
a s s is t  me mbe r Sta te s  in imple me nta tion

A te chnica l coope ra tion proje c t to  be  
pre s e nte d  a t  the  Confe re nce

Aime d  a t a ttrac ting  donor s upport or 
e ncourag ing  s e lf- funde d  initia tive s

UNCTAD to re port on progre s s  to  the  
Confe re nce

Reflects growing global consensus on international cooperation in consumer protection

Highlights Key provisions

Declaration on cross-border dispute resolution 
and redress for consumer

https://unctad.org/system/files/official-document/cicplpd42_en.pdf


Project proposal by 
UNCTAD
Consumer - ce ntric , ope n 

s ource   and  online
Availab le  to  a ll UNCTAD 

me mbe r Sta te s
Le as t re s ource  inte ns ive
Compatib le  for c ros s -borde r 

compla ints
Short proje c t propos a l 

ava ilab le  in Confe re nce  we bs ite



Consumer dispute 
resolution in the world



Global Online Dispute Resolution for Consumers

Based on 
Colombian/Me xican/EU 
Me mbe r Sta te s  e xpe rie nce

Cons ume r age ncy propos e s  
an agre e me nt

Can s e rve  as  e vide nce  if 
agre e me nt is  not re ache d

Source  of inte llige nce

Bas e d  on Brazilian e xpe rie nce
Be twe e n cons ume r and  

bus ine s s  (could  s olve  80% of 
cas e s )

Gove rnme nt hos ts  p la tform 
and  can ove rs e e  cas e s

Source  of inte llige nce  for 
marke t monitoring

1. Assisted & automated 
negotiation

2. Consumer mediation

Volunta ry pa rtic ipa tion of 
bus ine s s e s  (MOU)

Agre e me nts  among 
partic ipa ting  countrie s  for 
c ros s - borde r cas e s

Standard iza tion & capac ity 
build ing  for ne wcome rs

UNCTAD guarante e s  privacy 
and  s e curity

3. Partnerships & adoption



Let’s see a mock-up!



ODR Platform for consumers: Home screen



ODR Platform for consumers: Claim submission confirmation 
screen



ODR Platform for consumers: Proposal for case closure screen



ODR Platform for Consumer Authority: Case handler Home 
screen



ODR Platform for Consumer Authority: Case details screen



ODR Platform for Consumer Authority: Mediation chat screen



ODR Platform for Consumer Authority: Mediation chat screen



Next steps
Endorse initiative at 

Confe re nce
Provide  financ ia l and  polit ica l 

s upport for its  imple me nta tion
Engage  with othe r me mbe r 

Sta te s  and  the  UNCTAD 
s e cre ta ria t



Thank you
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