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The Role of Online Dispute Resolution in Enhancing Consumer's
Trust in E-Commerce in Saudi Arabia
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Abstract:

This study addresses a critical topic impacting the growing e-commerce sector in the Kingdom of Saudi Arabia:
the role of Online Dispute Resolution (ODR) as an innovative mechanism to enhance consumer trust. This
research primarily aims to analyze and evaluate the role of ODR in boosting consumer confidence in e-commerce
within the Kingdom. It also seeks to understand the current e-commerce landscape and existing dispute resolution
mechanisms, assess the impact of ODR on consumer trust and satisfaction, identify the challenges and obstacles
hindering the implementation of ODR, examine successful international experiences, and offer practical
proposals for developing a comprehensive framework for an ODR system in Saudi Arabia.The study includes
three main chapters. The first chapter provides a theoretical framework on e-commerce, its importance for the
Saudi economy, the concept of trust in e-commerce, and the role of ODR in enhancing it, with a comparison
between ODR and traditional dispute resolution mechanisms. The second chapter reviews the reality of e-
commerce and dispute resolution in the Kingdom, through an analysis of the legal and regulatory framework,
available platforms and services, and the impact of disputes on consumer trust. The third chapter analyzes the
future role of ODR by examining its impact on boosting consumer trust, exploring successful international
experiences, and offering proposals and recommendations for developing ODR in Saudi Arabia.The study
concludes that the ODR system represents a vital tool for enhancing consumer trust in e-commerce by providing
fast, effective, and fair solutions to disputes. The study recommends the need to develop existing legislation to
include an ODR system and provide a clear legal framework, enhance cooperation between the government and
the private sector in developing ODR platforms, and employ advanced technologies such as artificial intelligence
and blockchain. Keywords: Online Dispute Resolution, E-commerce, Consumer Trust, Vision 2030, Digital

Transformation, Artificial Intelligence, Blockchain Technology, Transparency, Credibility, Consumer
Satisfaction, Dispute Resolution Mechanisms, ODR Platforms, Digital Infrastructure.
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