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Get your dispute
settled quickly
so you can get back to business
MetMeutrals.com is eBay's trusted source for
fast and fair online dispute resolution.
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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

discussion with the Trader and
Consumer to find a mutually

acceptable agreement

3. Adjudication (if ava

ADR Professional makes final

decision

a

ilable)

© 2016 NetNeutrals EU Ltd



Dublin 17t February 2017

DNetNeutra-:eés'

Resolving disputes so you can get back to business

NetNeutrals

An Innovative Approach
to Dispute Resolution

NetNeutrals helps businesses and
consumers settle their differences online.
We help you reach a resolution that is fast
and fair.

(3) How It Works

T -
(‘. Start a Case

Get your online dispute
settled quickly.

Use pur conciliation forum, or reques led Meutral with

technical expertise 1o join the discuss d help you reach

rasolution
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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.

Fules

Privacy Policy Security

ey

1.Trader 2 Problem 3 Request 4,info

Terms of Service
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Required contact
information

Creates User Name
and Password

Consumer must first seek
Resolution from Trader

Only one agency /
scheme

Q)MtMWaeér NetNeutrals
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o 5. Submit

Summary of information
consumer provided

If correct clicks submit
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MetMeutrals Home  How It Works

Jane Smith—Cases

Case 10

Transaction 90002 2387613
15 May 2015

FAQS

Status: Pending

None Assigned
Problem: Late Delivery
Request: Price Reduction

Customer can log in and see the case is pending
Confidential: only the parties and the Neutral can access the case

Alternative Dispute Resolution Official:

'>NetNeutfae§

Resolving disputes sa yau can get back to business

MNetNeutrals Home  HowltWorks  FADS

Avastone — Cases

Bafance. £75

Case 10

Transaction 90002 2387613
15 May 2015

Status: Pending

Alternative Dispute Resolution Official:

Nene Assigned
Problem: Late Delivery
Request: Price Reduction

SNetNeutrals

Trader page

Case is opened
when Trader
clicks

Accept and Pay
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NetNeutrals Mome  HowltWorks  FAQS  Aules  AbourUs ()thb-
ey

Jane Smith —Cases

Case landing page for
us: O .
Case 10 e e oo o Trader representative,

Neone Assigned

Transaction 90002 2387613 Problem: Late Delivery Ma I"y
15 May 2015 Request: Price Reduction

Choices:

Direct Negotiation
(view Forum) or
Request Mediation

ONetNeuﬂag

Resolving disputes so you can get back to business

Consumer and
Trader post their
information, add
attachments,
DS explain, make
et offers, etc.
L.nsmnn—wzzfzoxss:oru - Emails sent to

NetNeutrals Home How It Works FAQS Rules About Us

| ordered the item in May and it was supposed to arrive by 22 May. That was just in

time for my niece's birthday party and it was a give for her. But it didn't arrive then, h h
so | had no gift for her at her party. It didn't arrive until 29 May, which is a week late! Ot e r pa rty ea c
So | was embarrassed at the party and had to give the gift more than a week late. | 1 1
think | should get a discount from the original price! tl m e a n eW pOSt Is
Reply | Quote | Subscribe to post Edit Delete Attachments Report abuse fl I ed *

Rules Privacy Policy Security Terms of Service Copyright 2015 DeMars & Associates, Ltd
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MNetMeutrals Home How It Warks FADS Aules About U

Avastone — Cases

Balance: £0

Case 10 Status: Open

Alternative Dispute Resolution Official:
None Assigned

Transaction 90002 2387613 Problem: Late Delivery
15 May 2015 Request: Price Reduction

Trader landing page lists status of each case and cash balance

NetNeutrals Home How It Works FAQS Rules About Us ()Mt*mb
eu

View modes:
Threaded B

Jsmith - 21/9/2015 9:47PM
| ordered the item in May and it was supposed to arrive by 22 May. That was just in

time for my niece's birthday party and it was a give for her. But it didn't arrive then,
50 | had no gift for her at her party. It didn't arrive until 29 May, which is a week late!

S e S s e System stores
a record of the
dialogue

Reply | Quote | Subscribe to post Edit Delete Attachments Report abuse

' Avastone - 22/9/2015 8:03AM
We are sorry for the inconvenience the delivery delay caused you, but the item was

shipped from our facility immediately. The strong storms that caused delays in
shipping throughout the country are beyond our control

We are not able to offer you a discount. Please accept our apology.

Reply | Quote | Subscribe to post Edit Delete Attachments Report abuse

Rules Privacy Policy Security Terms of Service Copyright 2015 DeMars & Associates, Lid
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Avastone —Cases

Balanca: £0

Case 10 Status: Open
Alternative Dispute Resolution Official:
MNone Assigned
Transaction 90002 2387613 Problem: Late Delivery
15 May 2015 Request: Price Reduction

Negotiation unsuccessful -Trader requests Mediation

NetNeutrals

ONetNeuﬂag

Request Mediation Process
Resolving disputes so you can get back to business
f

Trader and Consumer rank Neutrals
Highest ranked is appointed
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MNetNeutrals Home  HowltWorks  FAGDS

Jane Smith—Cases

Case 10

Transaction 90002 2387613
15 May 2015

Trader and Consumer log in to view form

Aules About Us

Status: Open

Alternative Dispute Resolution Official:
Anne

Problem: Late Delivery

Request: Price Reduction

SNetNeutrals

kS

NetNeutrals Home

How It Works

Jsmith - 21/9/2015 9:47PM

| ordered the item in May and it was supposed to arrive by 22 May. That was just in
time for my niece's birthday party and it was a give for her. But it didn't arrive then,

so | had no gift for her at her party. it didn't arrive until 29 May, which is a week late!
So | was embarrassed al the party and had to give the gift more than a week late. |
think | should get a discount from the original price!

Reply | Quote | Subscribe to post

Avaslone - 22/9/2015 8:03AM

We are sorry for the inconvenience the delivery delay caused you, but the item was
shipped from our facility immediately. The strong storms that caused delays in
shipping throughout the country are beyond our control

We are not able to offer you a discount. Please accept our apology

Reply | Quote | Subscribe to post

Anne - 24/9/2015 11:16AM

After reviewing the information provided, | recommend that Avastone issue a formal
letter of apology. The delay was beyond their control

Reply | Quote | Subscribe to post

FAQS Rules About Us

View modes:
Threaded

Edit Delete Attachments Report abuse

Edit Delete Attachments Report abuse

Edit Delete Attachments Report abuse

SNetNeutrals

Mediation
Ends in Impasse.

Mediator
files Proposed
Settlement

N\
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SNetNeutrals

NetMNeutrals Home  HowltWorks  FAQS  Rules  AbourUs
Trader and
Jane Smith—Cases hange Pascwocd Consumer
o comment on
Case 10 Status: Open proposal'
Alternative Dispute Resolution Official: ConSu mer
Anne
Transaction 90002 2387613 Problem: Late Delivery rejects
15 May 2015 Request: Price Reduction
Proposed

Settlement.

Settlement offered on
26 September 2015

Apology

SNetNeutrals

MetMeutrals Home  HowlWorks  FAGS  Aules  AbourlUs

Trader requests
Avastone —Cases

range Addre Adjudication
Datance. £0
Case 10 Status: Open . .
Alternative Dispute Resolution Official: (If ava Ila ble)
Anne
Transaction 90002 2387613 Problem: Late Delivery
15 May 2015 Request: Price Reduction

Settlement offered on

26 September 2015

Apology
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MetMNeutrals Home  HowhWarks FADS  Pules  AboutUs

<>NetNeutq§

Request Adjudication Process

Consumer and Trader
Rank Neutrals

Highest ranked Neutral
is appointed

Stan

18 ywars in cortified a
Ranking:| *

MetMNeutrals Home  HowltWarks  FAQS  Rules  AboutUs

Avastone — Cases

Balance: £0

Case 10 Status: Open
Alternative Dispute Resolution Official:
Stan
Transaction 90002 2387613 Problem: Late Delivery
15 May 2015 Request: Price Reduction

Settlement offered on

30 September 2015
Apology &nd Shipping Discount
Offer

Neutral posts final decision
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Consumer
views apology

and terms of
Case 10 Status: Open refund.

Alternative Dispute Resolution Official:
Stan

Transaction 90002 2387613 Problem: Late Delivery
15 May 2015 Regquest: Price Reduction Consu mer

accepts.

Jane Smith—Cases

Settlement offered on Accept
30 September 2015

Apology and Shipping Discount Case closed.

Offer

Trader Sign up Page SNetNeutrals

(DNEtMmeuE Home How It Works FAQS

Rules About Us Login
8 English T\i

Sign-Up Process

Tell us about your business A Net Neutrals account exec will  Registration complete!

contact you within 1 business You earn a credit toward your
day. first case.
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" EU ODR screenshot SNetNeutrals
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b European Q B = A &
Commission

YOU are Searcning 1or cases using e Tonowmg

A0\ w e Closed cases (3) — = ez
W] ¥/ TRAINING - NetNeutrals EU Ltd x Complaint status
Orderby | Case reference ~ 1F Display 10 cases per page ~ Closed cases
[ - y View details
#2016/119]1 GBI ENE LY
Main navigation Type of good or service Parties involved Date Dashboard filters
Leisure Services van ROGOZNICA received O Unassigned cases
I My dashboard Cultural and entertainment ntertraders 2016-02-01
services Most recent O Open cases
s
£F Caselist - update
Complaint type : Notin 2016-02-01 @ Closed cases
conformity with order
Case handlers assigned: KYLE Marris
" f View details
#2016/1189 oty
Type of good or service Parties involved Date
Consumer Goods Martin BAPTISTE received
Electronic goods (non- Dawyd LTD 2016-02-01
CT/recreational) Most recent
6 update
complaint type : Not in 2016-02-01

conformity with order
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Resource: www.netneutrals.eu

About us: Links to DMA's most recent conference presentation - Cyberweek 2015.
http://www.adrhub.com/forum/topics/webinar-netneutrals-product-demonstration
Follow this link directly to the video: https://vimeo.com/144760004

Includes ODR / ADR articles and links to current topics

Resource: http://ec.europa.eu/consumers/solving consumer disputes/docs/adr-odr for web.pdf
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15



Dublin 17t February 2017 c>NetNeuﬂ'a€§

Resolving disputes so you can get back to business

DNetNeutraelas

Resolving disputes so you can get back to business

The NetNeutrals Book on Online
Online Dispute Resolution Dispute Resolution

Authors and Subjects:

Marc Grainer Complaint Handling
Jo DeMars ODR Design
e e Pablo Cortes ODR for Business
FEy Immaculada Barral-Vifials  Trust
Riikka Koulu Enforcement
Amy H. Koltz Practical Application
< Katherine G. Newcomer Practitioner’s View
Foreword by Jo D Adrian Lawes The Future: ADR ODR
Edited by Colin Adamsc
>NetNeutrals
Contact us:
NetNeutrals EU NetNeutrals EU NetNeutrals
10 Fitzwilliam Square Armley Court 507 North Grand Avenue
Dublin 2 DO2EE78 Armley Road Waukesha WI 53186
Ireland Leeds, LS12 2LB u.S.

+353 1531 2836 +44 113 2376 423 +1 262 549 6700

www.netneutrals.eu www.netneutrals.uk www.nhetneutrals.com
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