
 

 

Alternative Dispute Resolution for 
Consumers 

 

Introduction 
 
 
When a consumer purchases a product from a trader / merchant, a contract is 
established between the two parties that will have minimum standards set out in law for 
the performance and behaviour of each of the parties. Most of the obligations are on the 
trader although the consumer will have agreed to any terms of the service that were 
both available and visible at the time of the sale. They are also expected to pay. 
 
If the consumer wishes to subsequently dispute aspects of that contract, they are 
expected to first raise their dispute with the merchant with the intention to reach a 
resolution. 
For example, a clothing retailer would be expected to replace or refund goods if the 
material fell apart after purchase.  
 
In rare cases, the merchant and the consumer are unable to resolve the dispute e.g. the 
clothing was torn but the merchant believed that this was due to accidental damage and 
not a manufacturing defect. An impasse is then be created where both parties believe 
they are right. 
 
At this point, the consumer can seek Alternative Dispute Resolution – ADR.  
 
ADR usually takes the form of an independent party, funded by the merchant, who 
examines both sides of the dispute and makes a decision as to who is right or what the 
next steps need to be if the information supplied did not provide sufficient clarity. An 
ADR company may also recommend a settlement figure. 

ADR for Premium Rate purchases 
 
On behalf of members supplying goods or services under premium rate charging, aimm 
has worked with an ADR company to provide their services. The provision is economical 
for members and by focussing ADR into one company it will help improve expertise and 
establish precedents. 
 
The company is Consumer Dispute Resolution Services Ltd (CDRL) with web site: 
https://www.cdrl.org.uk/  
 

https://www.cdrl.org.uk/


 

 

For aimm members, each dispute handled will cost £45 plus VAT. There is no registration 
or annual fee. See their aimm brochure for more detail on their service.  
 
CDRL will validate with aimm the membership of new applicants. 
 
Members can contact CDRL directly to register and gain access to the online facility for 
management of disputes. 
Contact details are: 
email: membership@commsadr.co.uk  
call on 0203 5987391 

The law around ADR for premium rate providers 
 
In October 2015, two pieces of legislation were introduced by the UK Parliament: 
The Alternative Dispute Resolution for Consumer Disputes (Competent Authorities and 
Information) Regulations 2015 
 
The Alternative Dispute Resolution for Consumer Disputes (Amendment) Regulations 2015 
 
Alternative dispute resolution is a preferred way of resolving disputes between 
consumers and traders that does not involve going to court. The UK government wants to 
encourage the development of ADR.  
Easier access to ADR should also be good for all businesses committed to giving their 
customers the best possible service. 
It will also help businesses who have provided a good service and after sales care but for 
whatever reason are unable to resolve the consumer’s complaint directly. 
 
Providers of telecommunication services are obliged by the Communications Act to 
provide ADR. The companies providing ADR for telecommunications providers are: 

 ‘Ombudsman Services: Communications’ http://www.ombudsman-
services.org/communications.html  

 ‘Communications and Internet Services Adjudication Scheme’ (CISAS). 
http://www.cisas.org.uk/ these companies are  Providers of prem 

 
Companies providing PRS are not (yet) obliged to provide ADR, but where one is being 
used, the consumer must be informed of ADR as part of the merchant’s complaint 
procedure. 
 
ADR services for premium rate providers have to be approved by Ofcom as a “Competent 
Authority”. Ofcom have approved, in addition to the above two companies: 

 ProMediate (UK) Limited 

 Consumer Dispute Resolution Limited 
 
aimm decided that mediation would not resolve some consumer complaints as absence of 
a written report would not prevent the complaint cycling back to MNO’s or PSA. 

http://aimm.co/commsadr-aimm/
mailto:membership@commsadr.co.uk
http://www.legislation.gov.uk/uksi/2015/542/pdfs/uksi_20150542_en.pdf
http://www.legislation.gov.uk/uksi/2015/542/pdfs/uksi_20150542_en.pdf


 

 

Ombudsman Services or CISAS were too expensive to encourage merchants to refer their 
customers to them.  
CDRL was chosen by aimm as the best option for members to use. 

Consumer Complaint Flows  
  
As a general rule, a consumer cannot progress to ADR until they have spoken to the 
merchant and established an impasse. The merchant will detail why there is an impasse 
and that the consumer can take their case to CDRL (providing details). 
 
Routing straight to ADR: 
It is possible that a consumer may go straight to CDRL to lodge a complaint. If the 
merchant is known, then CDRL will contact the merchant to discuss the next steps for 
that complaint. They will only take on a case if then merchant agrees to this. 
 
Routing through PSA: 
Some consumers progress their complaints directly to PSA without addressing the 
merchant first, often as they are told to do this.  
 
We are discussing ADR with the PSA to ensure addition of a check into their process that 
requests the ADR report from the consumer if they state that they have spoken to the 
merchant. If an ADR report does not exist, then either the merchant does not support 
ADR or the consumer has not spoken to the merchant. If the latter, then PSA should refer 
the consumer on to the merchant. 
 
We encourage members who are using ADR to notify PSA that this is in place. If you 
receive a PSA request for information related to a consumer that you have not yet 
spoken to (good record keeping helps here), you should request that PSA refer the 
consumer onto you or to detail the reasons as to why the consumer is not being 
redirected. 
 
Routing through MNO: 
We are discussing ADR with MNO’s to ensure that they add a request for the ADR report 
to an escalated complaint (i.e. where the consumer comes back to the MNO after an 
impasse with the merchant). Some MNO’s will refer the consumer to ADR directly, in 
which case CDRL will contact the merchant. The ADR report will inform the MNO what 
the outcome of the independent review was. If the report found on the side of the 
merchant, the MNO should be able to consider this in its dealings with their customer. 
 
Litigation 
ADR is designed to prevent litigation, however some consumers will attempt legal 
proceedings regardless of the report. The report is considered by the courts to be usable 
as expert evidence. 
 
 
 
  


