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Designing and Administering Dispute 

Resolution Systems Since 1988 
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Process Flow for Automobile Warranty Mediation and Arbitration 
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NetNeutrals EU 
Online Dispute 
Resolution 
Process Flow 

1. Direct Negotiation 
Trader and Consumer work 
together to find a solution 
 

2. Mediation 
ADR Professional 
(the Neutral) facilitates a 
discussion with the Trader and 
Consumer to find a mutually 
acceptable agreement 
 

3. Adjudication (if available) 
ADR Professional makes final 
decision 
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Trader name appears 
In drop down menu 
 

or 
Consumer provides 
contact information 

and 
NetNeutrals contacts 
Trader and invites  
them to participate. 
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List of Problems 
as identified in 
UNCITRAL draft 
rules 



www.netneutrals.uk 

List of Solutions 
as identified in 
UNCITRAL draft 
rules 
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Required contact 
information 

Creates User Name  
and Password 

Consumer must first seek resolution 
from Trader 

Only 1 agency/scheme 
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Summary of information  consumer provided 
If correct clicks submit 
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Customer can log in and see the case is pending 
 
Confidential: only the parties and the Neutral can access the case 
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Trader page   
Case is opened when the Trader clicks Accept and Pay 



www.netneutrals.uk 

Case landing page for Trader’s representative, Mary 
Choices: direct negotiation (view Forum) or request Mediation 
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Consumer and Trader post their information, add attachments, explain, make offers, etc. 
Emails sent to other party each time a new post is filed. 
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Trader landing page lists status of each case and cash balance 
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System stores a record of dialogue  
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Negotiation unsuccessful -Trader requests Mediation 
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Trader and Consumer rank Neutrals 
Highest ranked is appointed 
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Trader and Consumer log in to view form  



www.netneutrals.uk 

Mediation 
Ends in  
Impasse. 
Mediator 
files   
Proposed 
Settlement 
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Trader and Consumer comment on proposal. 
Consumer rejects Proposed Settlement.  
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Trader requests Adjudication (if available) 
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Consumer and Trader 
Rank Neutrals 
 
Highest ranked Neutral  
is appointed 
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Neutral posts final decision 
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Consumer views apology and terms of refund.  
Consumer accepts. 
Case closed. 
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Role Play: 
 

An actual case, slightly amended 
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Contact us: NetNeutrals 
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