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ABSTRACT 

Access to justice remains a fundamental challenge in democratic societies worldwide, with 

billions of people unable to resolve legal disputes due to systemic barriers that hinder their 

ability to access the legal system. In India, over 51 million pending cases illustrate the severe 

delays and inefficiencies plaguing traditional judicial mechanisms. This paper examines how 

technology-driven solutions, such as Online Dispute Resolution (ODR) platforms and AI-

powered legal chatbots, offer promising pathways to narrow the justice gap. Drawing a 

comparative analysis of implementation frameworks, case studies from Indian e-commerce 

platforms, and privacy considerations surrounding AI deployment, this research evaluates both 

the transformative potential and inherent limitations of these innovations. The study concludes 

that with proper regulatory oversight, digital literacy initiatives, human-centered design, ODR, 

and legal chatbots can democratize access to justice, particularly for underserved rural and 

economically challenged communities. 

 

Introduction 

The rule of law and access to justice are cornerstones of any working democracy. However, 

millions of people around the world face systemic barriers that block them from solving their 

legal problems in time. This problem has come to be known as the "justice gap." These include 

high costs, distance to courts, complexity of procedures, low levels of legal literacy, and 

congested institutional capacity. This crisis is seen especially clearly in the context of India. 

More than 51 million cases continue to be pending in different judicial tiers, and some disputes 

drag on for years or even decades. Traditional dispute resolution methods, namely through 

courts and tribunals, while indispensable, have often been inaccessible to at-risk demographics, 

especially those living in rural areas or from economically weaker sections. 
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Recent advances in information and communication technology have catalyzed two 

complementary innovations: Online Dispute Resolution and legal chatbots. ODR platforms 

allow parties to resolve disputes remotely through negotiation, mediation, or arbitration, 

avoiding geographical and temporal constraints. Legal chatbots are powered by artificial 

intelligence and provide automated assistance for simple legal queries, the preparation of 

documents, procedural guidance, and triage services. Together, these technologies hold the 

promise of changing how justice is delivered to become faster, cheaper, and more accessible. 

The paper discusses the role of ODR-legal chatbots in bridging the justice gap: their roles, 

benefits, and limitations; implementation frameworks within the consumer protection 

ecosystem in India; the analysis of the privacy implications brought forth by AI-driven legal 

services; and policy recommendations to harness their full potential while securing 

fundamental rights. (Judicial Reforms, 2024) (Sharma, 2025, #) 

 

The Justice Gap: Understanding Barriers 

Societal and Cultural Barriers 

Poverty, illiteracy, and social discrimination conjoin to severely limit access to justice. Legal 

problems compound existing vulnerabilities for the most marginalized communities, from an 

inability to enforce property rights to labor exploitation and a lack of recourse against abuse. 

Apart from limiting access to litigation due to poverty, poverty diminishes awareness of legal 

entitlements. Inequities in education further depress the capacity of people to use such 

mechanisms. Discrimination based on caste, gender, religion, or ethnicity creates other 

obstacles; not only do vulnerable groups face bias, but they also face it from within justice 

institutions themselves. 

 

Institutional Barriers 

Insufficient governmental resources plague justice systems globally. India's judiciary faces 

acute capacity constraints with judge-to-population ratios considerably below recommended 

standards. Inadequate physical infrastructure, a general shortage of court staff, and archaic case 

management systems have contributed to enormous backlogs. While the Consumer Protection 

Act, 2019, and related e-commerce rules brought in requirements related to grievance redressal, 

actual enforcement remains spotty. Legal aid schemes, while well-intentioned, often lack 

funding, reach, and effectiveness. Thus, most economically disadvantaged litigants are 

unrepresented. 

 

http://www.ijlra.com/


www.ijlra.com 

Volume 2 Issue 8 | Dec 2025 

 

ISSN: 2582-6433 

 

Page | 7 
 

 

Intersectional Challenges 

Where these societal and institutional barriers intersect, access is virtually impossible. Mistrust 

of lawyers and judges, fueled by perceptions of corruption and delay, keeps many away from 

the formal systems of justice. For rural populations, physical distance from district courts 

means lost wages, travel costs, and time away from livelihood. These are costs that outweigh 

the value of many disputes. In multilingual countries like India, the additional burden of 

language creates other challenges, as most legal proceedings occur in English or regional 

official languages unfamiliar to many citizens. (Sharma, 2025, #) 

 

Online Dispute Resolution: Mechanisms and Implementation 

Understanding ODR 

Online Dispute Resolution denotes technology-enabled processes to resolve disputes through 

digital platforms. The three main modalities of ODR are: online negotiation-when parties 

communicate with each other directly on the platform to settle, and online mediation-involving 

a neutral third-party mediator. Who facilitates resolution and online arbitration, in which an 

arbitrator renders a binding decision. All these processes are independent, and the parties can 

participate in them at their convenience and without geographical boundaries. 

 

ODR in India's Consumer Protection Framework 

The Consumer Protection Act, 2019, formally acknowledged the role of technology in dispute 

resolution and thus provided a statutory backing for ODR in consumer matters. The “Consumer 

Protection (E-Commerce) Rules, 2020” issued along with it require that every e-commerce 

entity establish an effective grievance redressal mechanism and appoint a qualified officer to 

deal with consumer complaints. Well-established platforms like Amazon and Flipkart have 

integrated dispute resolution mechanisms that work like private ODR mechanisms, addressing 

consumer complaints on defective products, non-delivery, refunds, and disputes with the 

sellers. 

Several dedicated ODR platforms have emerged in India. SAMA offers online mediation, 

arbitration, and Lok Adalat services. Presolv360 provides dispute resolution for businesses and 

consumers, emphasizing efficiency and enforceability. CADRE, or the Centre for Advanced 

Dispute Resolution Excellence, focuses on commercial arbitration, while Justice Justice 

combines AI-driven case assessment with human mediators. These different platforms 

illustrate the potential of ODR to handle high-volume, low-value disputes that would otherwise 

clog up the courts and extend the legal backlog. 
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Benefits of ODR 

ODR has many advantages over conventional court litigation. Cost savings are substantial, as 

the parties save on lawyer costs, court fees, and other travel expenses. Time efficiency is greatly 

enhanced since ODR disputes take weeks, not years. Accessibility increases because parties 

can participate from any location where internet access is possible, which is important for rural 

communities. Flexibility in timing enables asynchronous participation, which supports 

working schedules and time zones. For businesses, ODR offers predictable and scalable dispute 

resolution that can help reduce operational risks and protect customer relationships. 

 

Limitations and Challenges 

Despite such promise, however, ODR does have some significant challenges. Digital divide 

issues persist, with low internet penetration, device ownership, and digital literacy in rural and 

economically disadvantaged communities, excluding the very people who need them. The 

enforceability concerns arise in the form of a lack of clear legal recognition and enforcement 

mechanisms of ODR outcomes compared to court decrees. Standardization gaps entail different 

platforms using various procedures, quality standards, and mediator qualifications, which 

translates to inconsistency. Data privacy and security risks related to sensitive personal and 

financial information being digitally processed come with the need for robust protection 

frameworks. Power imbalances between consumers and corporations can be replicated or even 

exacerbated in ODR settings without careful design and oversight.. 

 

Legal Chatbots: How AI Drives Access to Justice 

Understanding Legal Chatbots 

Legal chatbots are a class of AI-powered conversational interfaces that provide automated legal 

assistance. They use natural language processing to understand user queries and machine 

learning algorithms to develop responses. Functionality ranges from answering basic legal 

questions and explaining procedures to guiding document preparation and connecting users 

with appropriate legal resources or professionals. Advanced chatbots now feature voice 

assistants, multilingual support, and integrations with legal databases for research. 

 

Applications and Use Cases 

Legal chatbots serve several access-to-justice functions. In legal information dissemination, 

they ensure 24/7 availability for frequently asked questions about rights, procedures, and 

remedies. Regarding client intake, chatbots enhance law firm operations by capturing initial 
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information, qualifying leads, and scheduling consultations. For document automation, guided 

interviews and templates allow users to draft basic legal documents, such as wills, rental 

agreements, consumer complaints, etc., without any attorney fees. 

 

Benefits to Marginalized Communities 

Legal chatbots hold particular promise for vulnerable populations. Affordability is 

transformative because the use of chatbots reduces legal assistance costs drastically, hence 

making basic services accessible to those who cannot afford lawyers. Accessibility improves 

through 24/7 availability, overcoming time constraints faced by working populations. 

Linguistic barriers diminish with multilingual chatbots serving diverse linguistic communities. 

Psychological barriers lessen, too, insofar as some people find it easier to discuss legal 

problems with a chatbot than risk potential backlash from human lawyers. 

 

Limitations and Risks 

The limitations of legal chatbots are not insignificant either. First, there are issues regarding 

accuracy and reliability. AI systems can easily produce incorrect or incomplete legal 

information, thus misleading the user. This "hallucination" problem, when chatbots provide 

fabricated information with confidence, poses serious risks in legal contexts. Second, there are 

limitations in terms of complexity: chatbots address routine matters only, referring complex 

cases to human lawyers. Of course, determining complexity requires legal judgment. Third, 

there are biases and discrimination risks emanating from training data reflecting societal 

prejudices, thus placing vulnerable groups at a disadvantage. Privacy threats multiply as 

chatbots process sensitive personal information, demanding stringent data protection measures. 

Finally, there is a lack of human empathy and contextual understanding, which limits chatbots' 

capacity to deal with the emotional dimensions of legal problems or nuanced situations 

requiring tailored advice. (Sharma, 2025, #) (Beqiraj & McNamara, 2014, #) (Top ODR 

Platforms in India- A Guide, 2025) (Aguilera, 2025, #) 

 

Privacy Implications of AI in Legal Services 

Data Collection and Processing 

AI-powered legal technologies require large amounts of data to train and function. Legal 

chatbots collect personal information, such as names, contact details, financial information, 

and detailed descriptions of often highly sensitive legal problems. ODR platforms process 

transaction records, communication logs, and identity documents. Some data are directly 
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identifiable, while other data can indirectly disclose identity through linkage by behavioral 

patterns, location data, or through inferential analysis. 

 

Privacy Risks 

AI systems can de-anonymize data by linking information from various sources to build 

comprehensive individual profiles. Technologies for face and voice recognition allow for 

identification and tracking, raising serious surveillance concerns. AI algorithms may infer 

sensitive attributes, such as health status, sexual orientation, or political and religious views, 

from seemingly innocuous data points. If decision-making in this respect is automated, then 

such inferences may lead to discrimination or categorization errors with serious legal 

consequences.  

 

Regulatory Frameworks 

Following Justice K.S. Puttaswamy v. Union of India, which recognized privacy as a 

fundamental right under Article 21 of the Constitution, the approach of India toward data 

privacy began to change radically. The Personal Data Protection Bill, 2018, now revised, 

comprehensively regulates the collection, processing, and storage of personal data. It gives 

status to categories of sensitive personal data that need explicit consent, enforces purposes and 

storage limitations, and establishes rights for data subjects regarding access, correction, and 

portability of data. 

However, there are still gaps. The bill allows state agencies to process data without consent for 

"reasonable purposes, "a slippery term that invites misuse. Provisions about cross-border data 

transfer and the right to be forgotten need to be strengthened. Enforcement mechanisms and 

penalties for violations also need clarity. Most importantly, the low levels of digital literacy 

among Indians mean that even the best privacy laws will not help protect vulnerable 

populations unless backed up with comprehensive awareness initiatives and user-friendly 

grievance redressal. (Beqiraj & McNamara, 2014, #) (Top ODR Platforms in India- A Guide, 

2025) (Aguilera, 2025, #) 

 

Bridging Technology and Justice: Recommendations 

Regulatory and Institutional Reforms 

Governments must develop clear legal frameworks recognizing ODR outcomes and providing 

streamlined enforcement mechanisms. A unified national ODR portal, potentially under NITI 

Aayog's coordination, could integrate e-commerce platforms, dedicated ODR providers, and 
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consumer courts, routing disputes to appropriate channels. Standardization of ODR procedures, 

mediator qualifications, and quality benchmarks would ensure consistency and reliability. 

Mandatory ODR clauses in consumer contracts should be balanced with protections against 

unfair terms that eliminate judicial recourse. Legal chatbot regulation requires certification 

frameworks ensuring accuracy, transparency, and accountability. Chatbots should clearly 

disclose their automated nature, limitations, and data usage practices. Algorithmic auditing can 

detect and mitigate bias. Human oversight mechanisms must exist for complex cases and 

appeals from automated decisions. 

 

Digital Infrastructure and Inclusion 

Bridging the digital divide is essential for equitable access. Expanding internet connectivity, 

particularly in rural areas, must be prioritized. Public access points—libraries, panchayat 

offices, legal aid clinics—should provide devices and internet access for ODR participation 

and chatbot use. Multilingual interfaces in regional languages, including voice-based systems, 

accommodate diverse literacy levels. 

 

Education and Awareness 

Comprehensive legal literacy programs are supposed to provide knowledge to citizens on their 

rights, resources, and how to use digital justice tools. Digital literacy and data privacy education 

need to be included in school curricula. Workshops at the community level, by and with local 

influencers and organizations, may ensure that these vulnerable populations are reached. Legal 

aid providers are supposed to be trained to support clients in using ODR and chatbot platforms, 

including for service delivery. 

 

Human-Centered Design 

The technology must act as a supplement and not substitute for human judgment and empathy. 

For optimal solutions, hybrid models combining AI efficiency with human expertise are 

required. For example, chatbots can handle intake and basic guidance, while more complex 

handling is done by human lawyers or mediators. ODR platforms must offer choices for 

voice/video hearings if parties so prefer. There must be accessible and responsive mechanisms 

for grievances regarding failures in technology or unfair outcomes. 

 

Privacy by Design 

Data minimization principles should guide AI legal services, collecting only information 
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essential for stated purposes. Encryption, anonymization, and secure storage protect sensitive 

data. Transparent privacy policies in plain language illustrate to users how the service will deal 

with their data. Users have the right to access, correct, delete, and port data. Regular security 

audits and timely breach notifications are part of what builds trust. (Aguilera, 2025, #) 

 

Conclusion 

Online dispute resolution and legal chatbots are promising innovations in helping bridge the 

justice gap, especially in countries like India, with massive backlogs of cases and severely 

limited judicial capacity. By reducing costs, compressing timelines, and eliminating 

geographical barriers, these technologies will democratize access to justice for rural, 

economically disadvantaged, and marginalized communities. Initial applications in consumer 

protection and e-commerce have been feasible and beneficial. 

 

Yet, this promise comes with significant challenges. The digital divide requires investments in 

infrastructure and strategies for inclusion. Privacy risks require strong regulatory frameworks, 

coupled with effective data protection measures. Issues of quality and accountability call for 

standardization and certification processes, as well as human oversight. Power imbalances have 

to be dealt with by structural safeguards that guarantee fairness. 

 

The most promising path forward marries the scalability of technology with the nuance of 

human judgment: hybrid models in which AI does the routine work while lawyers, mediators, 

and judges handle the complexity and ensure that justice is truly served. If thoughtfully 

designed, fully regulated, supported by broad digital literacy efforts, and integrated into 

institutions, ODR and legal chatbots have the potential to transform justice delivery: faster, 

cheaper, and more accessible. It is not about mere technological adoption but the real expansion 

of access to justice for those who have been historically excluded. This will clearly require 

further research, iterative refinement, stakeholder collaboration, and an unwavering 

commitment to human rights and dignity. The journey to bridging the gap in justice has just 

begun; technology provides the tools, but wisdom, equity, and justice must guide their 

deployment. 
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METHODOLOGY 

This research uses a mixed-methods approach by combining qualitative documentary analysis 

with quantitative secondary data evaluation for assessing the effectiveness of ODR platforms 

and legal chatbots in filling India's justice gap. The methodology integrates doctrinal legal 

research, a comparative case study analysis, and empirical data synthesis to arrive at a 

comprehensive understanding of technology-enabled dispute resolution mechanisms. 

 

Research Design 

The study adopts a three-pronged research framework: 

Doctrinal Analysis: Scrutinizing statutory provisions under the Consumer Protection Act, 

2019, Consumer Protection (E-Commerce) Rules, 2020, Personal Data Protection Bill, 2018 

(revised), and landmark judicial pronouncements, including Justice K.S. Puttaswamy v. Union 

of India (WP 494/2012), to establish the legal framework for ODR and AI-powered legal 

services in India. Comparative Case Study Method: Analysis of operational ODR platforms 

including SAMA, Presolv360, CADRE, and Jupitice Justice, alongside e-commerce grievance 

redressal mechanisms deployed by Amazon India and Flipkart. It assesses platform 

architecture, dispute handling procedure, mediator qualification, resolution timeline, and 

enforcement mechanisms. Synthesis of Empirical Data: This involves the analysis of secondary 

data from NJDG, reports from NITI Aayog, statistics from platforms regarding the resolution 

of disputes, and various other scholarly articles on the effectiveness of ODR across different 

jurisdictions. The collection of data is done from 2021 to 2025 to include the latest trends in 

the adoption of technology and recent judicial backlog metrics.  

 

Data Collection 

Sources: Primary sources include statutory provisions, subordinate legislation, government 

policy documents such as NITI Aayog's National Strategy for Artificial Intelligence (June 

2018), judicial decisions, and official statistics from the Department of Justice and Ministry of 

Consumer Affairs. 

Secondary Sources: Academic journals, legal databases, ODR platform white papers, industry 

reports, inclusive of Statista e-commerce projections and NPCI UPI transaction data, and 

comparative international studies on dispute resolution effectiveness. Research publications by 

scholars like Lim & Tan (2023), Tanaka & Yamamoto (2021), and Maktoum & Al Qasimi 

(2022) provide cross-jurisdictional benchmarking. 

Platform Specific Data: Publicly available resolution statistics, user testimonials, service terms, 
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privacy policies, and operational frameworks from SAMA, Presolv360, SMARTODR, and 

other empanelled ODR providers. E-commerce platform grievance redressal reports under 

Consumer Protection (E-Commerce) Rules, 2020, mandate. 

 

Analytical Framework 

Thematic Analysis: Identifying the recurring barriers to access to justice on account of cost, 

geography, complexity, literacy, and institutional capacity, and assessing for each such barrier 

how ODR and legal chatbots perform. Privacy implications analyzed using GDPR-inspired 

frameworks and Indian constitutional privacy jurisprudence. Quantitative Metrics: Evaluation 

of resolution rates, average resolution timelines, comparative cost-savings with traditional 

litigation, user satisfaction scores, and case disposal volume across the ODR platforms and 

Legal Chatbots. Benchmarking with conventional court metrics from NJDG data. Gap 

Analysis: This entails the identification of digital divide constraints-internet penetration, device 

ownership, and digital literacy-enforceability challenges, standardization gaps, and regulatory 

voids that require policy intervention. Limitations: The study is dependent, to a large extent, 

on secondary data from public sources, as platform statistics and details of disputes remain 

proprietary and inaccessible due to privacy protection. In addition, regional differences and the 

situation regarding ODR adoption in Tier-2 and Tier-3 cities, specifically, need further primary 

research through user surveys and interviews with stakeholders. Because AI technology is 

rapidly changing, these findings reflect the situation for 2021-2025 and may need periodic 

updating. 

 

EMPIRICAL DATA AND FINDINGS 

Judicial Backlog Context 

As of July 2025, India's judicial system confronts approximately 50.3 million pending cases: 

40.6 million in district and subordinate courts, 6.3 million in High Courts, and 87,000 in the 

Supreme Court. This represents a marginal decrease from 51 million in early 2025, attributed 

partly to ODR interventions and Online Lok Adalats. Despite these efforts, average case 

pendency exceeds 3-5 years in civil matters, with complex commercial disputes languishing 

longer. 

 

ODR Platform Adoption and Performance 

Volume and Reach: Over 22 million cases have been handled through Online Lok Adalats and 

integrated ODR platforms since 2021, demonstrating substantial scale. By mid-2025, more 
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than 51,000 MSME disputes were disposed of through dedicated ODR mechanisms, 

contributing to reduced judicial congestion in commercial matters. 

Resolution Rates: International comparative data provides benchmarks. Singapore's SIAC 

arbitration achieves a 90% resolution rate with an average 6-month timeline. DIFC Courts in 

Dubai report 85% resolution rates, while ADGM Courts achieve 80%. Brazilian mediation and 

arbitration showed a resolution rate improvement from 65% (2018) to 72% (2023). While 

India-specific ODR platform resolution rates remain partially proprietary, early indicators from 

Consumer Courts' ODR pilots suggest 70-75% settlement rates for consumer disputes below 

₹10 lakh. 

Time Efficiency: Japan's civil dispute mediation showed a 20% reduction in average resolution 

time between 2018-2022 through digitalization. Nigeria's Court-Annexed Mediation program 

achieves an average 90-day resolution with 75%+ satisfaction. Indian platforms like 

Presolv360 and SAMA advertise resolution timelines of 30-90 days for consumer and MSME 

disputes, compared to 3-5 years in traditional courts. 

Geographic Expansion: Multilingual AI tools and cloud-based systems have extended ODR 

reach to Tier-2 and Tier-3 cities, addressing rural access barriers. However, only 38% of India's 

population possesses adequate digital literacy for autonomous ODR participation, highlighting 

persistent digital divide challenges. 

 

E-Commerce and Digital Economy Context 

E-commerce revenue in India reached $111 billion in 2025 (Statista projection), with growth 

to $350 billion by 2026 anticipated. UPI transactions crossed 10 billion per month in 2024, 

reflecting digital payment integration. India has over 759 million active internet users (2024), 

projected to reach 900 million by 2025, creating infrastructure for ODR scalability. 

Amazon India and Flipkart handle millions of consumer disputes annually through internal 

ODR mechanisms, addressing defective products, non-delivery, refunds, and seller conflicts. 

While exact resolution statistics remain proprietary, these platforms report 80-85% first-contact 

resolution for standard complaints through AI-driven triage and automated refund systems. 

 

Legal Chatbot Effectiveness 

Adoption Barriers: User skepticism and awareness gaps represent major challenges—a 

significant portion of Indians remain unaware of legal chatbot capabilities or distrust automated 

legal guidance. Financial institutions deploying chatbots for consumer finance report 

compliance risks, with poorly designed systems eroding customer trust and causing consumer 
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harm through inaccurate information. 

Accuracy Concerns: Chatbot "hallucination" problems—confidently providing fabricated legal 

information—pose serious risks. Regulatory scrutiny by the FTC and European data privacy 

authorities has increased, assessing user-consent mechanisms and opt-out controls. 

Positive Indicators: Where deployed with human oversight, legal chatbots achieve 24/7 

availability and handle basic queries at 1/10th the cost of attorney consultations. Law firms 

using chatbots for client intake report 30-40% efficiency gains in qualifying leads and 

scheduling. 

 

Privacy and Data Security 

AI legal services collect sensitive personal information, including financial data, health details 

(inferred), and detailed dispute descriptions. The Personal Data Protection Bill mandates 

explicit consent for sensitive data categories, purpose limitation, and data subject rights (access, 

correction, portability, deletion). However, enforcement mechanisms remain under 

development, and low digital literacy means many users cannot meaningfully exercise privacy 

rights. 

Face and voice recognition in advanced chatbots enable identification and tracking, raising 

surveillance concerns. Automated decision-making based on inferred attributes (health, 

orientation, beliefs) can perpetuate discrimination with serious legal consequences. 

 

Comparative International Performance 

Resolution Effectiveness: Automated negotiation systems in e-commerce platforms show 

notably higher resolution rates and shorter timelines than conventional dispute handling. 

Collaborative decision-making platforms (mediator + AI assistance) facilitate quicker 

resolutions and higher satisfaction than purely human or purely automated approaches. 

User Satisfaction: Japan's ADR processes report 90% participant satisfaction. Brazil's CAM-

CCBC consistently shows 80%+ satisfaction levels. Kenya's Alternative Justice Systems 

project demonstrates effectiveness in community-based dispute resolution. These international 

benchmarks suggest that properly designed hybrid (human + AI) models can achieve high 

satisfaction while maintaining efficiency. 
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