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A consumer can buy items from all

#» SHARE
o over the world with a few clicks of a
= PRINT | computer mouse or a few swipes
on a smartphone, but what happens
™ REPRINTS

when something goes wrong with
The New Handshake | the deal?

University of Missouri law professor
Amy Schmitz and high tech
businessman Colin Rule are

proposing a global solution.
Courtesy of the publisher
In their new book, "The New

Handshake: Online Dispute Resolution and the Future of
Consumer Protection," the authors offer a key message for
general counsel of major companies about embracing their
dispute resolution concept.

Schmitz, a consumer advocate, said in an interview that online
dispute resolution is good for business as well as for solving
legal problems before they can become big headaches.

"Data gathered from an ODR is valuable to a general counsel
and a company,” she explained. "If widget A is defective,
finding that out quickly from complaints can help avoid lawsuits

and class actions."

She said most companies would rather deal with a problem
internally before it goes viral.

ODR also has a profit motive, Schmitz said, and they have
numbers to back up that claim.

"A chapter in the book is devoted to data showing that
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companies reap a huge return on investments in dispute
resolution," she said. "They gain loyalty, they gain customers
and they end up making money from it."

She cited eBay Inc. and Amazon.com Inc. as e-commerce
companies that have strong ODR policies, and have profited

as a result.

Co-author Rule previously served as director of ODR for eBay
and PayPal Holdings Inc. He created those companies' ODR
mechanisms. "The lessons from his eBay data are an
important part of the book," Schmitz said.

Rule currently is director of ODR at Tyler Technologies Inc.,
which acquired his company, Modria.com, an ODR provider.
Schmitz worked in law firms in Seattle and Minneapolis before
becoming the Elwood L. Thomas Missouri Endowed Professor
of Law at Missouri.

"Colin and | have very different backgrounds—he hails from
the high-tech industry, and | work in academia—but we both
are committed to providing consumers with free access to
remedies while saving businesses from the costs and
complexities of court," Schmitz said.

Their book, published in late April by the American Bar
Association and available on its website, proposes a global
solution. Companies would pay a small fee for the ODR
service, and in return could display a "trustmark” on their
website signaling consumers that they are trustworthy.

If a consumer is dissatisfied or feels cheated, he or she can
click on the icon and be taken to an online resolution center to
explain the problem. "Most times a company would fix the
problem right away, in order to get a better review from the

consumer," Schmitz said.

What if a company repeatedly offends consumers or fails to
make good on its deals? The company would lose its
trustmark, Schmitz said, and serious violations could trigger a
mechanism to alert regulators to the company's behavior.

She said the dispute mechanism would contain elements of
due process, such as time limits to respond, an appeal
process and an agreement to bring in a mediator for larger

issues.

She believes the time is right for their concept to take hold
globally. In a 2016 ALM article Kimberly Taylor, chief operating

officer of dispute resolution provider JAMS agreed with her.

"The European Union already has a regulation that requires
each member state to create an ODR system for e-commerce

claims," Schmitz said. "British Columbia and the Netherlands

Law.com Executive
Insights

More from the
ALM Network

rreyball’ As Law F
Puts New Banned |
| Legal Dept. | | Garnerec
er ' The Natione
anies Back [} " Behind tt
der Teen in \"f 4 \ _‘._ Curtain: |
» Fight Handed \
I Law Journal First Tria
The Litigatiol
100, Are In-
ounsel Jobs Davis Po
wver . Says Bio
surity? Kept Pus
ounsel Claims

The Recorde

n Pays to End

icts Row Exxon In:
/ Daily Speech (
Attorneys
Heard in

Texas Lawye

http://www.corpcounsel.com/id=1202795026376/Online-Dispute-Resolution-1s-Powerful-Tool-for-GCs-Say-Experts?mcode=0&curindex=0&curpage=ALL [8/9/2017 3:45:47 PM]


http://www.dailyreportonline.com/id=1202759794996?slreturn=20170708154926
http://oascnx17022.247realmedia.com/RealMedia/ads/click_nx.ads/alm.corporatecounsel/module/law.com-executive-insights/10809154500@x21
http://oascnx17022.247realmedia.com/RealMedia/ads/click_nx.ads/alm.corporatecounsel/module/more-from-the-alm-network/10807170416@x21
http://www.therecorder.com/id=1202780546278/Ubers-Greyball-Program-Puts-New-Focus-on-Legal-Dept?mcode=1202615518654&curindex=0
http://www.therecorder.com/id=1202780546278/Ubers-Greyball-Program-Puts-New-Focus-on-Legal-Dept?mcode=1202615518654&curindex=0
http://www.therecorder.com/id=1202780546278/Ubers-Greyball-Program-Puts-New-Focus-on-Legal-Dept?mcode=1202615518654&curindex=0
http://www.nationallawjournal.com/id=1202780341170/53-Companies-Back-Transgender-Teen-in-SCOTUS-Fight?mcode=1202615518654&curindex=1
http://www.nationallawjournal.com/id=1202780341170/53-Companies-Back-Transgender-Teen-in-SCOTUS-Fight?mcode=1202615518654&curindex=1
http://www.nationallawjournal.com/id=1202780341170/53-Companies-Back-Transgender-Teen-in-SCOTUS-Fight?mcode=1202615518654&curindex=1
http://www.corpcounsel.com/id=1202780379239/After-Yahoo-Are-InHouse-Counsel-Jobs-at-Risk-Over-Cybersecurity?mcode=1202615518654&curindex=2
http://www.corpcounsel.com/id=1202780379239/After-Yahoo-Are-InHouse-Counsel-Jobs-at-Risk-Over-Cybersecurity?mcode=1202615518654&curindex=2
http://www.corpcounsel.com/id=1202780379239/After-Yahoo-Are-InHouse-Counsel-Jobs-at-Risk-Over-Cybersecurity?mcode=1202615518654&curindex=2
http://www.corpcounsel.com/id=1202780379239/After-Yahoo-Are-InHouse-Counsel-Jobs-at-Risk-Over-Cybersecurity?mcode=1202615518654&curindex=2
http://www.americanlawyer.com/id=1202780533080/Covington-Pays-to-End-3M-Conflicts-Row?mcode=1202615518654&curindex=3
http://www.americanlawyer.com/id=1202780533080/Covington-Pays-to-End-3M-Conflicts-Row?mcode=1202615518654&curindex=3
http://www.nationallawjournal.com/id=1202778407364/As-Law-Prof-Gorsuch-Banned-Laptops-Garnered-Respect?mcode=1202615518654&curindex=4
http://www.nationallawjournal.com/id=1202778407364/As-Law-Prof-Gorsuch-Banned-Laptops-Garnered-Respect?mcode=1202615518654&curindex=4
http://www.nationallawjournal.com/id=1202778407364/As-Law-Prof-Gorsuch-Banned-Laptops-Garnered-Respect?mcode=1202615518654&curindex=4
http://www.litigationdaily.com/id=1202778470365/Behind-the-500M-Curtain-How-Skadden-Handed-Wilkinson-Her-First-Trial-Loss?mcode=1202615518654&curindex=5
http://www.litigationdaily.com/id=1202778470365/Behind-the-500M-Curtain-How-Skadden-Handed-Wilkinson-Her-First-Trial-Loss?mcode=1202615518654&curindex=5
http://www.litigationdaily.com/id=1202778470365/Behind-the-500M-Curtain-How-Skadden-Handed-Wilkinson-Her-First-Trial-Loss?mcode=1202615518654&curindex=5
http://www.litigationdaily.com/id=1202778470365/Behind-the-500M-Curtain-How-Skadden-Handed-Wilkinson-Her-First-Trial-Loss?mcode=1202615518654&curindex=5
http://www.therecorder.com/id=1202778339824/Davis-Polk-Partner-Says-BioRad-GC-Kept-Pushing-Flimsy-Claims?mcode=1202615518654&curindex=6
http://www.therecorder.com/id=1202778339824/Davis-Polk-Partner-Says-BioRad-GC-Kept-Pushing-Flimsy-Claims?mcode=1202615518654&curindex=6
http://www.therecorder.com/id=1202778339824/Davis-Polk-Partner-Says-BioRad-GC-Kept-Pushing-Flimsy-Claims?mcode=1202615518654&curindex=6
http://www.therecorder.com/id=1202778339824/Davis-Polk-Partner-Says-BioRad-GC-Kept-Pushing-Flimsy-Claims?mcode=1202615518654&curindex=6
http://www.texaslawyer.com/id=1202778274845/Exxon-Insists-Its-Free-Speech-Case-Against-Attorneys-General-Be-Heard-in-Texas-Court?mcode=1202615518654&curindex=7
http://www.texaslawyer.com/id=1202778274845/Exxon-Insists-Its-Free-Speech-Case-Against-Attorneys-General-Be-Heard-in-Texas-Court?mcode=1202615518654&curindex=7
http://www.texaslawyer.com/id=1202778274845/Exxon-Insists-Its-Free-Speech-Case-Against-Attorneys-General-Be-Heard-in-Texas-Court?mcode=1202615518654&curindex=7
http://www.texaslawyer.com/id=1202778274845/Exxon-Insists-Its-Free-Speech-Case-Against-Attorneys-General-Be-Heard-in-Texas-Court?mcode=1202615518654&curindex=7

Online Dispute Resolution Is Powerful Tool for GCs, Say Experts | Corporate Counsel

MORRISON
FOERSTER

GENERAL COUNSEL “N
UP-AT-NIGHT REPORT -

Explore key insights on
GC's top challenges.
Discover first-of-a-kind resources.

even do online divorces now." She added that the United
Te-l GC Up-at-Night

Nations h ki tinuing to study and draft
ations has a working group continuing to study and dra Repoit

procedural rules to resolve disputes arising out of cross-

border, e-commerce transactions.

"It's a brave new world of online dispute resolution, and we are GC Up-at-Night

at the tipping point," Schmitz said. Infographic
1 | 2 | VIEWFULL ARTICLE
Graphics
@ HIDE COMMENTS (0) caniics  PAckage

Package

What's being said Free CLE Webcast

Managing Deal Risk
Add your voice... in a Post-
Verizon/Yahoo

Note: there is a 2,000 character limit Weorld: Data Privacy

Issues in MEA

Transactions m
Enter your Name... - )
Learn More

Terms & Conditions

Resources b
Comments are not moderated. To report offensiy

U.S. Immigration Solution:

Canada is Open for

Business

In an effort to increase

innovation and profits in a

burgeoning global economy,

companies need to attract and retain a highly

P i | RO [ SO DRy SR lbmvnn A aidd A da an

http://www.corpcounsel.com/id=1202795026376/Online-Dispute-Resolution-1s-Powerful-Tool-for-GCs-Say-Experts?mcode=0&curindex=0&curpage=ALL[8/9/2017 3:45:47 PM]


http://www.corpcounsel.com/id=1202795026376/Online-Dispute-Resolution-Is-Powerful-Tool-for-GCs-Say-Experts?mcode=0&curindex=0&curpage=1
http://www.corpcounsel.com/id=1202795026376/Online-Dispute-Resolution-Is-Powerful-Tool-for-GCs-Say-Experts?mcode=0&curindex=0&curpage=2
http://www.alm.com/about/terms-use
http://oasc17.247realmedia.com/RealMedia/ads/click_lx.ads/alm.corporatecounsel/pubarticle/L31/1411356085/Middle2/ALM/44421_PAW_Altaclaro_CC_--_300x250_Corporate-Counsel-Run-of-Site/44421_PAW_Altaclaro_CC_--_300x250.html/4a6c6768576c6d4c5a57384144755649

Online Dispute Resolution Is Powerful Tool for GCs, Say Experts | Corporate Counsel

MORE RESOURCES #

ABOUT CORPORATE COUNSEL CONTACT CORPORATE COUNSEL ADVERTISE WITH US SITEMAP

connectwitHus f in W &

ALM Publications

About ALM Product Solutions Events & Conferences Law Catalog Mobile App Customer Support
CLIE Reprints

Lawjobs.com
ALM User License Agreement

Privacy Policy [New]

Terms of Use

Copyright 2017. ALM Media Properties, LLC. All rights reserved.

http://www.corpcounsel.com/id=1202795026376/Online-Dispute-Resolution-1s-Powerful-Tool-for-GCs-Say-Experts?mcode=0&curindex=0&curpage=ALL [8/9/2017 3:45:47 PM]


http://www.corpcounsel.com/resources
http://www.corpcounsel.com/resources
http://www.corpcounsel.com/about-us
http://www.corpcounsel.com/contact
http://mediakit.alm.com/brands/corporate-counsel/
http://www.corpcounsel.com/sitemap
https://www.facebook.com/CorpCounselMag
http://www.linkedin.com/groups/Corporate-Counsel-4136932/about
https://twitter.com/CorpCounsel
https://plus.google.com/118223932683445035616
http://feeds.feedblitz.com/corporatecounsel
http://www.alm.com/about
http://www.alm.com/landing/product-solutions
http://www.almevents.com/
http://www.lawcatalog.com/
http://at.law.com/download
http://www.alm.com/contact
http://www.alm.com/about/terms-use
http://www.clecenter.com/
http://www.law.com/jsp/reprints/index.jsp
http://lawjobs.com/
http://www.alm.com/privacy-policy
http://www.alm.com/terms-of-use/

	corpcounsel.com
	Online Dispute Resolution Is Powerful Tool for GCs, Say Experts | Corporate Counsel


	N1cmluZGV4PTAmY3VycGFnZT1BTEwA: 
	form1: 
	query: Search
	input3: 
	userName: Enter your Name...
	input5: 
	comments: Add your voice...

Note: there is a 2,000 character limit


	N1cmluZGV4PTAmY3VycGFnZT1BTEwA: 
	button1: 
	button3: 
	select3: [null]



