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Abstract 

The present paper examines how technological developments are changing the field of consumer 

protection by examining the relationship between technology and the enforcement of consumer 

rights. In order to successfully protect consumer rights in the face of the growing complexity 

of consumer transactions and the proliferation of digital platforms, creative solutions are 

urgently needed. In order to improve accountability and transparency in customer interactions, 

the abstract explores a number of technology alternatives, including blockchain for supply chain 

transparency, AI-powered dispute resolution platforms, and digital identity verification tools. 

It also looks at the potential and difficulties brought about by these developments, including 

issues with data security, privacy, and access to justice. Apart from national laws and national 

enforcement agencies there was a need for regulating cross border consumer disputes and in 

light of which the Organization for Economic Co-operation and Development (OECD) 

published its report on Consumer Protection Enforcement in a Global Digital Marketplace on 

20th April 2018. International organs like UNCTAD have also taken up the matter and on a 

conference held on Sixth Intergovernmental Group of Experts on Consumer Law and Policy 

18-19 July 2022. This paper attempts to offer insights into the revolutionary role that 

technology plays in defending consumer rights in the digital era through an extensive analysis 

of existing trends and developing technologies. 

 

 

Keywords- AI-powered dispute resolution, Consumer protection, Cross-border regulation, 

OECD, Emerging technologies. 
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INTRODUCTION 

This paper offers a comprehensive evaluation of the OECD's efforts to combat international 

fraud and misleading business practices while defending consumer rights, especially in light of 

an ever changing digital environment. It starts by outlining the 2003 adoption of the OECD's 

Cross-border Fraud Recommendation, which sought to provide a unified framework for 

opposing misleading tactics that cut across national borders1. This suggestion underlined the 

necessity of protecting consumers from both domestic and foreign fraudulent operations, urged 

for the development of domestic systems to combat cross-border fraud, and stressed the 

significance of information exchange and investigative assistance. 

 

When the Committee on Consumer Policy (CCP), which was entrusted by the OECD Council 

to monitor the effects of the Cross-border Fraud Recommendation, released its 2006 

implementation report, it marked a turning point in the assessment of the efficacy of these 

measures. The report recognised the progress that OECD member nations have made in 

combating cross-border fraud, but it also emphasised the ongoing obstacles that impede the 

effective implementation of consumer protection laws2. It called on member countries to keep 

enhancing existing channels for collaboration in order to increase the efficiency of efforts to 

implement consumer legislation. 

 

The OECD Council updated the E-commerce Recommendation in 2016 in recognition of the 

changing nature of consumer interactions, especially with the introduction of e-commerce. In 

response to the evolving nature of digital commerce, which includes new aspects including 

non- monetary transactions, digital content items, and increased privacy and security issues, 

this amendment was made3. Notably, in order to improve cross-border cooperation for 

consumer protection in e-commerce, the revised advice incorporates ideas from the Cross-

border Fraud advice. 

 

The increased number of consumer complaints about online transactions is a trend that the 

document highlights, as is the growing importance of cross-border cooperation in consumer 

protection. Citing econsumer.gov and the European Consumer Centre’s Network data, it 

                                                             
1 OECD. Recommendation on Cross-Border Fraud. OECD Council, 2003. 
2 OECD. Implementation Report of the Cross-Border Fraud Recommendation. Committee on Consumer Policy, 

2006. 
3 OECD. Recommendation of the Council on Consumer Protection in E-commerce. OECD Publishing, 2016. 
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emphasises how urgently cooperative efforts are needed to successfully handle cross-border 

issues. 

 

According to survey data, there is significant cooperation in cross-border enforcement, and 

most respondents have procedures in place to enforce laws against domestic enterprises 

that injure overseas consumers. Nonetheless, there are differences in the prerequisites for this 

kind of international collaboration, frequently depending on the location of the commercial 

activity and whether or not it has an impact on domestic consumers. While some nations, such 

as the US, frequently take enforcement action against foreign companies that injure domestic 

consumers, there are still obstacles to overcome, such as restrictions on the admissibility of 

evidence, challenges in conducting effective interviews, and jurisdictional barriers to enforcing 

orders against foreign companies that are not physically present in the nation. 

 

Several countries have blended technological enforcement with consumer laws but The 

European Union (EU) is a noteworthy example, especially in light of its Digital Single 

Market project. 

 

Through a number of methods, the EU has been strongly seeking to enforce consumer 

regulations online. The Online Dispute Resolution (ODR) platform is a notable advancement. 

Through an online portal, the ODR platform enables traders and customers in the EU to quickly 

and effectively settle disputes pertaining to online purchases. This is done by channeling the 

disputes to national Alternative Dispute Resolution (ADR) bodies that are connected to the 

platform and have been selected by the Member States according to quality criteria. The goal 

of this project is to give customers an easy, affordable, and accessible way to settle 

disagreements with foreign companies4. 

 

The combination of ADR with ICT led to the development of ODR as a way to settle online 

disputes for which the more established channels of dispute resolution were either unreliable 

or ineffective. 

 

ICT is currently being used in conflict settlement to such an extent that it is becoming more 

                                                             
4 European Commission. “Online Dispute Resolution (ODR).” European Union, ec.europa.eu/consumers/odr. 

Accessed 18 Aug. 2025. European Commission. “Online Dispute Resolution (ODR).” European Union, 

ec.europa.eu/consumers/odr. Accessed 18 Aug. 2025. 
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difficult to distinguish between offline and online dispute resolution. 

 

KEY FEATURES OF THE ODR PLATFORM: 

The platform is user-friendly and accessible on all types of devices. Consumers can fill out the 

complaint form on the platform in three simple steps. 

The platform offers users the possibility to conduct the entire resolution procedure online. 

The platform is multilingual. A translation service is available on the platform to assist 

disputes5 In order to meet the problems presented by the digital economy, the EU has also been 

trying to clamp its consumer protection laws. This includes programs like the General Data 

Protection Regulation (GDPR), which strengthens the data privacy and protection of consumers 

in the digital era6. 

 

Adopted on May 6, 2015, the Digital Single Market plan is one of the ten political priorities of 

the European Commission7, There are three policy pillars to support it – 

1. Improving access to digital goods and services 

By lowering obstacles to cross-border e-commerce and facilitating easier access to online 

content while bolstering consumer protection, the Digital Single Market plan aims to improve 

access to online goods and services for businesses and consumers throughout Europe. 

 

2. An environment where digital networks and services can prosper 

With the provision of fast, reliable, secure, and regulatory-compliant infrastructures and 

services, the Digital Single Market seeks to establish the ideal framework for digital networks 

and services. Cybersecurity, e-privacy and data protection, and the equity and openness of 

online platforms are major issues. 

 

3. Digital as a driver for growth 

The goal of the Digital Single Market Strategy is to optimise the European Digital Economy's 

growth potential, enabling all citizens to fully reap its advantages. This includes improving 

digital skills, which are critical for fostering an inclusive digital society. 

To ensure digital security EU has developed various laws like the Digital Services Act (DSA)8, 

                                                             
5 https://ec.europa.eu/- An official website of the European Union 
6 European Commission. General Data Protection Regulation (GDPR). Regulation (EU) 2016/679, 27 Apr. 2016. 
7 European Commission. A Digital Single Market Strategy for Europe. 6 May 2015 
8 European Commission. Digital Services Act. Regulation (EU) 2022/2065, 19 Oct. 2022. 
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the Digital Markets Act9, European Digital Identity10, European data strategy11. 

The Online Dispute Resolution network is connected to about 117 Alternative Dispute 

Resolution bodies from 17 Member States. In order to quickly attain complete coverage of all 

Member States and sectors, the Commission is collaborating with the Member States. ADR, or 

alternative dispute resolution, provides a rapid and low-cost means of resolving conflicts. 

Cases are resolved in a maximum of 90 days on average. When it comes to Alternative Dispute 

Resolution, European consumers' experiences are generally positive: 70% expressed 

satisfaction with the manner this method resolved their concern. This is a supplementary path 

for customers to resolve their conflicts; it will not take the place of filing a lawsuit, which is 

typically more expensive and time- consuming, only 45% of customers are happy with the 

manner a court resolved complaint. This new platform will also assist traders because 

Alternative Dispute Resolution processes will save them a lot of money in litigation costs and 

help them have positive client relations. 

 

ADVANTAGES 

The use of the internet for dispute resolution significantly accelerates procedures through 

asynchronous communication, allowing parties to engage at any convenient time, even beyond 

traditional court hours, thereby enhancing overall efficiency. This flexibility not only saves 

time but also empowers parties to prepare their responses thoughtfully without feeling 

pressured, fostering more comprehensive and reflective exchanges. Online Dispute Resolution 

(ODR) further enhances convenience by creating a confidential environment that promotes 

honesty and trust, while the immediate initiation of proceedings and ongoing assistance from 

neutral third parties make the process more effective. Cost savings are another major 

advantage, as ODR eliminates travel and accommodation expenses that often exceed the value 

of international consumer disputes, making it a more economical option. Compared to 

litigation, ODR provides parties with greater control over both processes and outcomes: in 

consensual ODR, parties design their own agreements, select neutral facilitators, and even 

avoid the expense of lawyers or expert witnesses, leading to more balanced and acceptable 

results. This flexibility allows parties to reach outcomes without rigid legal limitations, thereby 

increasing the likelihood of voluntary compliance. By contrast, judicial enforcement of cross-

border disputes is frequently complicated, slow, and expensive, highlighting why ODR 

                                                             
9 European Commission. Digital Markets Act. Regulation (EU) 2022/1925, 14 Sept. 2022. 
10 European Commission. European Digital Identity Framework. COM(2021) 281 final, 3 June 2021. 
11 European Commission. European Data Strategy. COM(2020) 66 final, 19 Feb. 2020. 
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presents itself as a more efficient and consumer-friendly alternative. 

 

APPROPRIATENESS OF ODR: 

ODR is regarded as a fitting tool for resolving online disputes as it aligns with the speed and 

efficiency expectations of the digital community; however, despite its potential, it is not a 

universal solution for consumer disputes and continues to face several implementation 

challenges. 

 

CHALLENGES 

One of the major challenges of ODR is the lack of face-to-face contact, as non-verbal cues such 

as body language, tone, and facial expressions—often essential for effective communication—

are absent in online settings, which may lead to misrepresentation or miscommunication. 

Although videoconferencing tools can partially compensate, they cannot fully replicate in-

person interaction, and thus neutral third parties with specialized training, supported by 

appropriate technologies, play a vital role in fostering meaningful communication and building 

trust. Interestingly, the absence of physical interaction can also mitigate biases based on 

appearance or articulation, allowing parties to self-represent more equitably. Technological 

problems further complicate ODR implementation, as disparities in computer literacy and 

variations in internet connectivity standards across countries hinder its uniform adoption. 

Language barriers add another layer of difficulty since many ODR platforms operate primarily 

in English, disadvantaging parties who lack fluency. Legal issues also persist, particularly the 

absence of clear and harmonized standards governing ODR, which complicates enforcement, 

especially with respect to public enforcement requirements. Finally, unlike litigation where 

parties can be compelled to participate, ODR requires mutual consent, creating complexities in 

enforcement and raising concerns in jurisdictions like the EU, where regulations prohibit ODR 

mechanisms from restricting consumers’ access to courts 

 

AI AND MACHINE LEARNING FOR ENFORCING CONSUMER RIGHTS: 

REVOLUTIONISING REGULATORY PROCEDURES 

To strengthen regulatory powers, increase effectiveness, and safeguard rights of consumers, 

artificial intelligence (AI) and machine learning (ML) are being used more and more in 

consumer enforcement. With the use of these tools, regulatory bodies can comb through 

enormous volumes of data produced by social networking, online transactions, and other digital 
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platforms in order to spot trends that can point to dishonest business practices, fraudulent 

advertising, or other infractions. AI and ML can identify anomalies and prioritise enforcement 

actions by analysing market trends, customer complaints, and corporate disclosures using 

sophisticated algorithms. The potential of AI and ML to automate labor-intensive operations 

like data gathering, processing, and analysis is one of its main advantages in consumer 

enforcement. In addition to expediting the enforcement process, this automation frees up 

regulators' human resources for more strategically important duties like policy creation, 

stakeholder engagement, and compliance supervision. Furthermore, AI-powered systems have 

the capacity to learn continuously from fresh data inputs and user feedback, enhancing their 

accuracy and predictive potential over time. 

 

Additionally, proactive enforcement is made possible by AI and ML, which provide regulators 

the ability to foresee new dangers and trends before they materialise into widespread harm to 

consumers. Regulatory bodies can use predictive analytics to find high-risk goods, services, or 

business practices and take proactive measures to stop possible harms before they happen. 

Furthermore, real-time tracking of social media conversations, product reviews, and online ads 

by AI-powered monitoring systems can notify authorities of questionable activity or false 

claims. 

 

But there are drawbacks and moral dilemmas with using AI and ML in consumer enforcement. 

For AI systems to function openly, equitably, and in accordance with current laws, issues with 

algorithmic bias, privacy invasion, and data security need to be addressed. 

 

.In order to determine the efficacy, accuracy, and influence of AI-powered enforcement tools 

on consumer protection results, continuous monitoring and assessment are also 

required. In conclusion, regulators may analyse enormous datasets, identify patterns, and 

anticipate possible infractions more effectively with the use of AI and ML, which holds 

significant promise for improving consumer enforcement operations. To fully utilise new 

technologies while defending consumer rights and advancing open and honest markets, it is 

imperative to address the related ethical, legal, and technical issues. 

 

Identifying and preventing fraud 

With the introduction of advanced technologies driven by machine learning (ML) and artificial 

intelligence (AI), fraud detection and prevention have undergone a substantial evolution. With 
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the use of these tools, businesses can instantly evaluate enormous volumes of data to spot trends 

and abnormalities that point to possible fraud. Fraud detection systems can automatically 

identify suspicious activity through a variety of channels, such as online transactions, account 

logins, and communication networks, by utilising AI algorithms. Cutting-edge machine 

learning models are constantly learning from fresh data sources, which increases their efficacy 

and accuracy over time. The capacity of AI-driven fraud detection solutions to automate the 

detection process and drastically cut down on the time and effort needed to find possible fraud 

instances is one of their main advantages. 

 

With the use of these tools, intricate data sets can be analysed at scale and suspect transactions 

or behaviours can be flagged for additional inquiry. Furthermore, fraud detection systems 

driven by AI are able to adjust to the changing strategies and threats employed by scammers, 

keeping them one step ahead of the constantly shifting field of cybercrime. 

 

Anomalies detection mechanisms, which spot odd patterns or departures from typical 

behaviour, predictive analytics models, which predict possible fraud based on past data and 

factors associated with risk, and behavioural analysis algorithms, which examine user 

behaviour and spot discrepancies instantly, are a few popular examples of identification of 

fraud tools. Furthermore, further protection is added by sophisticated authentication methods 

like behavioural biometrics and biometric authentication, which confirm individuals' identities 

using distinctive physiological or behavioural traits. 

 

Though they have many advantages in terms of precision and effectiveness, AI-based systems 

for identifying fraud also bring up serious privacy and ethical issues. Organisations are required 

to guarantee that these instruments function in an open and equitable manner, without 

sustaining prejudices or jeopardising the privacy rights of individuals. Ensuring the reliability 

of fraud detection systems and addressing these challenges require strong governance 

frameworks and regulatory mechanisms. 

 

In conclusion, the identification and mitigation of fraud have been transformed by AI and ML 

technologies, enabling businesses to proactively detect and curtail fraudulent activity. 

Businesses and regulatory bodies may improve consumer protection, secure financial 

transactions, and maintain faith in digital ecosystems by utilising these cutting-edge solutions. 
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IOT-BASED TOOLS FOR QUALITY CONTROL AND PRODUCT 

SAFETY 

Through the ability to gather data and monitor devices in real-time throughout their entire 

lifespan, Internet of Things (IoT) devices have completely changed the field of product safety 

and quality assurance. These internet-connected, sensor-embedded gadgets collect and share 

important data regarding the functionality, state, and use of products. IoT devices are essential 

for guaranteeing that products fulfil quality assurance and security regulations, function as 

intended, and continue to be safe for consumers. 

 

Real-time monitoring of the environment during production, storage, and transport is one of 

the main uses of IoT devices for product safety. To help avoid spoilage and assure food safety, 

temperature and humidity sensors integrated into food packaging, for instance, can monitor the 

relative humidity and temperature of perishable foods throughout the supply chain. 

 

Furthermore, by offering data on product performance and consumption trends, IoT devices 

improve quality assurance. For example, in the auto industry, Internet of Things-enabled 

sensors mounted in cars can gather information on driver behaviour, fuel efficiency, and engine 

performance, enabling producers to see any problems early and enhance product design. IoT- 

enabled smart home appliances may also track energy use, identify problems, and enhance 

performance, all of which improve efficiency and safety. 

 

Instantaneous information emphasises how IoT devices affect the quality and safety of products 

control even more. The worldwide market for IoT in manufacturing was estimated to be worth 

USD 410.2 billion in 2020 and is projected to increase at a compound annual growth rate 

(CAGR) of 13.8% from 2020 to 2027, reaching USD 1.37 trillion. This information comes 

from a report published by Grand View Research12. The increased use of IoT solutions to boost 

product quality, maintain regulatory compliance, and increase efficiency in operations across a 

range of industries is what is fueling this expansion. 

 

IoT devices are revolutionising medical device management and patient care in the healthcare 

industry. IoT-enabled wearable health monitors can check vital signs, identify abnormalities, 

and instantly notify healthcare practitioners, facilitating early intervention and individualised 

                                                             
12 Grand View Research. IoT in Manufacturing Market Size, Share & Trends Report. Grand View Research, 2020. 
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therapy. Additionally, by guaranteeing precise dose and prompt emergency intervention, IoT-

enabled medical devices—like smart infusion pumps and remote monitoring systems—

improve medication management and patient safety. 

 

To sum up, IoT devices are now essential instruments for quality control and product safety in 

a variety of industries. These devices provide improved visibility, transparency, and control 

across the course of the product lifespan by facilitating continuous tracking, data collecting, and 

analysis. IoT technology's effects on the quality and safety of products control will only grow 

as it develops and spreads. 

 

CONCLUSION 

In conclusion, the evolving digital landscape has prompted a fundamental transformation in the 

methods used to protect consumer rights. International cooperation, cross-border regulatory 

mechanisms, and the integration of cutting-edge technologies are becoming essential pillars of 

modern consumer protection frameworks. Initiatives by the OECD and the European Union—

such as the Cross-border Fraud Recommendation, the Digital Single Market Strategy, and the 

Online Dispute Resolution (ODR) platform—highlight the urgency and effectiveness of 

collaborative, tech-driven solutions in addressing global consumer grievances. 

 

At the same time, emerging technologies like Artificial Intelligence (AI), Machine Learning 

(ML), and the Internet of Things (IoT) have introduced unprecedented tools for regulators to 

detect fraud, predict market risks, monitor product safety, and automate dispute resolution 

processes. These innovations offer remarkable benefits in terms of cost-efficiency, 

accessibility, speed, and scalability. However, they also present significant ethical, legal, and 

operational challenges, including privacy risks, algorithmic bias, and enforcement limitations. 

To ensure that these technologies serve their intended purpose without compromising 

fundamental consumer rights, it is imperative to build robust legal frameworks, encourage 

inclusive digital literacy, and strengthen international cooperation. As the global economy 

becomes increasingly digitized, the empowerment of consumers will depend on our collective 

ability to develop fair, transparent, and technologically sound enforcement systems that uphold 

trust and accountability across borders. 
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