
CHAPTER [6]: Issue and Grievance Management Policy (IGMP)

Version History

Version Date Description

0.3 28th October 2022 Released to NPs

1.0 9th December
2022

- Added clauses which require NPs to extend
coordination for the purposes of relaying
issues/grievances

- Amended all clauses requiring acknowledgement by
NPs from 30 mins to 120 mins

- Amended all clauses which require complainants to
respond to the resolution offered within 48 hours

- Added clause on an ITN to be deemed to be closed if
a complainant does not respond to the resolution
offered within 48 hours

- Increased maximum duration for grievance resolution
by an NP from 48 hours to 96 hours

- Added clauses on failure to acknowledgement by
NPs being grounds for complainants to escalate the
complainant

- Added clauses which require NPs to store evidence
trail and supporting documents in Issue and
Grievance management for a duration as required by
Applicable Law

- Added clauses on closure of the dispute, if parties to
ODR are unable to mutually deicide a second ODR
service provider within 24 hours

- Added clause which mandate to expenses to
mediation and conciliation to be shared equally
between ODR parties

- Amended clause for disputes between ONDC and
Network Participants to be mutually resolved through
discussion from 15 days to 30 days, before heading
for arbitration



6.1. Scope

The scope of IGMP covers issues, grievances and disputes between: (i) End Users and
Network Participants; (ii) two or more Network Participants. The scope may be expanded
from time to time as notified by ONDC.

For the purposes of this document, the term End Users includes Buyers, and Sellers who
offer products/services for sale through a Seller App which is a Network Participant
Marketplace Seller Node (NP-MSN).

For the purposes of this document, the term Network Participant includes Buyer App, Seller
App which is a Network Participant Marketplace Seller Node (NP-MSN), Seller App which is
a Network Participant Inventory Seller Node (NP-ISN) and Secondary Network Participants.

For the purposes of this document, the term Secondary Network Participants include
Logistics Service Providers, Reconciliation Service Providers or any other services as may be
made live on the ONDC Network in the future.

While this chapter also covers the process for resolving grievances between a Network
Participant and ONDC, that process will be entirely off-network - i.e. it will not go through
the issue and grievance management system that will be built for managing grievances
between End Users and Network Participants, or between two or more Network Participants.

Note: The Issue and Grievance Management Policy has been divided into sub-sections based
on which entity is raising an issue/grievance/dispute related to an order generated on the
network. Clause 6.2.1 - Clause 6.2.11 covers the management of issues raised by a Buyer.
Clause 6.2.12 - Clause 6.2.22 covers the management of issues raised by a Seller, who is not
an NP-ISN. Clause 6.2.23 - Clause 6.2.31 covers the management of inter Network
Participant issues. Clause 6.2.32 - Clause 6.2.37 covers miscellaneous clauses related to
Online Dispute Resolution mechanism. Clause 6.2.38 - Clause 6.2.46 covers management of
disputes between ONDC and Network Participants.

6.2. Issue and Grievance Management Obligations, and Process on the ONDC Network

The obligations and process described in this Clause 6.2 only apply to Issues, Grievances and
Disputes arising out of completed transactions or attempted transactions where payment was
completed even if the transaction was not. Therefore, the process and obligations in Clause
6.2 shall not apply in the case of any Issue/Grievance/Dispute that is not linked to an Order ID
or a Payment Reference ID or fulfilment ID or Item ID generated on the ONDC Network.

For the purposes of this Chapter, “business hours” shall mean 9 AM Indian Standard Time
(IST) to 6 PM IST

Buyer Issues and Grievances:

6.2.1. Buyer App will collect and process all Issues raised by the Buyer (Buyer Issues). Buyer App
must provide the Buyer with functionalities to initiate cancellation, refund, return or exchange



(whenever applicable) of an order or raise other issues, as applicable, regarding products and
services purchased by the Buyer through the Buyer App, over the ONDC Network.

6.2.2. The Buyer App must ensure that the Buyer is able to select the concerned item(s) or an order
for which an Issue is sought to be raised or in case the Buyer is not provided with transaction
or Order details due to any technical failures such as payment failure, the Buyer must be
provided with an option to raise the Issue either through chat support on the application,
through email or a contact number of a Resolution Officer (RO) or a Grievance Redressal
Officer (GRO)

6.2.3. All Network Participants involved in a transaction shall extend all reasonable cooperation to
the Buyer App and other Network Participants involved in the transaction to resolve the Issue,
including but not limited to providing requisite information in a timely manner. Information
requisite for resolution may include Order ID, Transaction ID, Payment Reference ID,
Fulfilment ID, Item ID, photographs, other evidence, contact details of the RO, as the case
may be.

6.2.4. Buyer Apps must allow Buyers to raise Issues, and resolve them as per the process and
timelines as described below:

6.2.4.1. The Buyer App, to the extent possible, should provide the Buyer with pre-set
options of Issues by way of a dropdown menu or any other mode to select the
nature of the Issue related to an Order, to raise an Issue.
For clarity, one Issue may contain multiple Issues that may require separate
resolution or responses.

6.2.4.2. When a Buyer raises an Issue with the Buyer App (at time "TBI"), the Buyer App
must send an acknowledgement of receipt of the Issue within TBI + 120 minutes.
Failure to send the acknowledgment to the Buyer, will be grounds for the Buyer to
escalate the Issue to a Grievance for attempting resolution as mentioned in Clause
6.2.5.
For clarity, if the Issue has been raised outside of business hours, the Buyer App
must send an acknowledgement within 120 minutes of the next start of business
hours.
To illustrate, if an Issue is raised at 9 PM IST on Day 1, the acknowledgment must
be sent before 11:00 AM IST on Day 2. If an Issue is raised at 6 AM on Day 1, the
acknowledgement must be sent before 11:00 AM on Day 1 itself.

6.2.4.3. The Buyer App must assign an issue tracking number (ITN) within TBI + 120
minutes. The ITN will be mapped to a transaction or Order or payment reference
ID or a Fulfilment ID or Item ID on the ONDC Network.
For clarity, if the Issue is raised outside of business hours, the Buyer App must
assign an ITN within 120 minutes of the next start of business hours.

6.2.4.4. After an Issue is raised, and an ITN is assigned, the Buyer App must offer a
resolution for the Issue via an automated system such as AI chatbot or through a
manual process. Whatever the system is used (whether manual or automated), the
Buyer App must provide a resolution within an overall period of TBI+24 hours.



6.2.4.5. If the Buyer App resolves the Issue to the Buyer’s satisfaction, the ITN can be
recorded as closed. If the Buyer App is unable to resolve the Issue to the Buyer’s
satisfaction, the Buyer App may pass the Issue Information Packet (IIP) to the
Seller App and/or the Secondary Network Participants involved in the Transaction,
who will then attempt to resolve the Issue.

6.2.4.6. If the Buyer App had procured any on-network services from Secondary Network
Participants in relation to the Order in question, the Buyer App may choose to pass
the IIP either to the Seller App or the Secondary Network Participants, as per its
best judgement,who may be able to resolve the Issue. If the Buyer App passes the
IIP to a Secondary Network Participant and the Secondary Network Participant is
unable to offer a resolution to the Issue, then the Buyer App may then pass the IIP
to the Seller App or any other Secondary Network Participant, and vice versa.

6.2.4.7. If the Buyer App has neither passed the IIP to the Seller App and/or the Secondary
Network Participants involved nor provided a satisfactory resolution within TBI+24
hours, the Buyer shall have the right to escalate the Issue to Grievance for
attempting resolution as mentioned in Clause 6.2.5.

6.2.4.8. If the Seller App had procured on-network services from Secondary Network
Participants, the Buyer App must pass the IIP to the Seller App, and if the Seller
App is unable to provide a resolution, it may pass on the IIP further to the
Secondary Network Participant(s) for resolution.
To illustrate, if the Buyer wants to raise the issue related to delayed delivery, and
the Seller App is aware with evidence that the order was shipped on time by the
Seller, the Seller App can reasonably conclude that the delay in delivery of the
shipment was likely to be the fault of the Logistics Service Provider. The Seller
App may then relay the issue to the Logistics Service Providers instead of
attempting resolution by itself.

6.2.4.9. The Seller App and/or the Secondary Network Participants, as the case may be,
must send an acknowledgement to the Buyer App within 120 minutes of receiving
the IIP, and the Buyer App must relay the acknowledgment to the Buyer
immediately upon receiving it. Failure to send the acknowledgment to the Buyer
App will be grounds for the Buyer to escalate the Issue to a Grievance for
attempting resolution as mentioned in Clause 6.2.5.
For clarity, if the Seller App or the Secondary Network Participant, as the case
may be, receives an IIP outside of business hours, they may send the
acknowledgement to the Buyer App within 120 minutes of the next start of
business hours.

6.2.4.10. The Seller App will be responsible for coordinating with the Seller if resolving the
Issue requires any action(s) from the Seller. If the Seller App is unable to resolve
the Issue to the Buyer’s satisfaction, the IIP may be passed to Secondary Network
Participants.

6.2.4.11. The Seller App or Secondary Network Participants, as the case may be, must
provide a resolution within 24 hours each of receiving the IIP.



6.2.4.12. If the Seller App or the Secondary Network Participant resolves the Issue to the
Buyer’s satisfaction, the ITN shall be recorded as closed.

6.2.4.13. The Buyer App must provide the functionality to display information received
from the Seller App’s and Secondary Network Participant’s issue resolution and
management systems, for the purposes of resolution of the Issue raised by the
Buyer.

6.2.4.14. The Buyer App or the Seller App or the Secondary Network Participants offering a
resolution to the Issue raised by the Buyer, must provide the Buyer 48 hours to
accept or reject the resolution offer or escalate the Issue further to a Grievance

6.2.4.15. If the Buyer fails to accept or reject or escalate the Issue to a Grievance within 48
hours, the ITN shall be deemed to be closed.

6.2.4.16. The Buyer App must submit information related to the resolution of the Issue to
ONDC, as and when requested by ONDC.

6.2.4.17. The Buyer App must keep a record of the evidence trail and other supporting
documents for a period as required under Applicable Laws.

6.2.5. All Grievances raised by a Buyer must be resolved as per the process and flow defined below:

6.2.5.1. The time at which the Issue is escalated to a Grievance shall be designated as
“TBG” for the purposes of this Clause 6.2.5.

6.2.5.2. The Buyer App must send an acknowledgement to the Buyer, of receipt of the
Grievance within TBG + 120 minutes. Failure to send the acknowledgment to the
Buyer, will be grounds for the Buyer to escalate the Grievance to as Dispute to a
Grievance for resolution as mentioned in Clause 6.2.6.
For clarity, if an Issue is escalated to a Grievance outside of business hours, the
Buyer App must send an acknowledgement within 120 minutes of the next start of
business hours.
To illustrate, if an Issue is escalated to a Grievance at 9 PM IST on Day 1, the
acknowledgment must be sent before 11:00 AM IST on Day 2. If an Issue is
escalated to a Grievance at 6 AM on Day 1, the acknowledgement must be sent
before 11:00 AM on Day 1 itself.

6.2.5.3. The Buyer App's RO/GRO will determine whether the Grievance can be resolved
by the Buyer App or if it needs to be resolved by another Network Participant
involved in the transaction.

6.2.5.4. If the Buyer App's RO/GRO determines that the Buyer App cannot offer a
satisfactory resolution to the Grievance because the Grievance relates to one or
more of the other Network Participants involved, the Buyer App must forward the
Grievance Information Packet (GIP) (GIP), along with any pertinent details, to the
Seller App or Secondary Network Participants, as the case may be, for resolution.
The Buyer App’s RO/GRO must either provide a resolution to the Buyer, or assign



and forward the GIP (GIP) to another Network Participant and notify the Buyer of
the same, within TBG + 96 hours. Failure to do so will be grounds for the Buyer to
escalate the Grievance to a Dispute.

6.2.5.5. Similar to clauses, 6.2.4.5 and 6.2.4.6, if the Grievance has to be assigned and
forwarded to a Secondary Network Participant involved in the transaction, the
Network Participant who procured on-network services from that Secondary
Network Participant will be responsible for assigning and forwarding the GIP to
such Secondary Network Participant.

6.2.5.6. The Seller App’s RO/GRO and/or the Secondary Network Participants’ RO/GRO,
as the case may be, must send an acknowledgement to the Buyer App within 120
minutes of receiving the GIP, and the Buyer App must relay the acknowledgment
to the Buyer immediately upon receiving it. Failure to send the acknowledgment to
the Buyer App will be grounds for the Buyer to escalate the Grievance to a
Dispute for attempting resolution as mentioned in Clause 6.2.6.
For clarity, if the Seller App or the Secondary Network Participant, as the case
may be, receives an GIP outside of business hours, they may send the
acknowledgement to the Buyer App within 120 minutes of the next start of
business hours.

6.2.5.7. The RO/GRO of the Seller App or the Secondary Network Participants, as the case
may be, must resolve the Grievance or forward it to the RO/GRO of the other
Network Participant(s) involved within a period of 96 hours of receiving the GIP
from the Buyer App, and the Buyer must be notified of the same.

6.2.5.8. The Buyer App must submit information related to the resolution of the Grievance
to ONDC, as and when requested by ONDC.

6.2.5.9. The Buyer App must keep a record of the evidence trail and other supporting
documents for a period as required under Applicable Laws

6.2.6. If the Grievance is not resolved to the satisfaction of the Buyer or not resolved at all, then the
Buyer may escalate it to a Dispute, and opt for resolution of the Dispute via the Online Dispute
Resolution (ODR) process set out below. However, if the Buyer does not opt for ODR within
the specified time period, the ITN may be recorded as closed by the Network Participant(s)
involved.
For the purposes of this Clause 6.2.6, “TBD” shall mean the time at which all the Network
Participants involved in the transaction offered a resolution for a Grievance or communicated
their inability to do so to the Buyer.
For the purposes of this Clause 6.2.6, “n” shall mean all the ODR Service Providers,
empanelled by ONDC, visible to a party to a Dispute. If n is an even number, “N” shall be
equal to n/2 + 1, and if n is an odd number, N shall be equal to n/2 + 0.5.

6.2.6.1. The Buyer will have TBD+ 24 hours to opt in for ODR.

6.2.6.2. If the Buyer opts for ODR, the respondents to the Dispute, i.e. the concerned
Network Participant(s), as the case may be, must indicate their willingness to



participate in the ODR proceedings within 24 hours of the Buyer opting in for
ODR. If the concerned Network Participants fail to or refuse to opt in for ODR, the
ITN may be marked as closed, and the Buyer may pursue the matter in courts.
For clarity, if the Seller App is an NP-MSN, it will coordinate with and act on
behalf of the Seller with respect to any and all obligations under this Clause 6.2.6.

6.2.6.3. If the concerned Network Participants opt in for ODR, the Buyer must choose a
minimum of ‘N’ ODR Service Providers from a list of ODR Service Providers,
empanelled by ONDC, which will be visible to the Buyer, within 24 hours after
being notified of such Network Participant(s) opting in for ODR.

6.2.6.4. After the Buyer has chosen their preferred list of ODR Service Providers, the
respondent(s) to the Dispute must choose a minimum of ‘N’ ODR Service
Providers from a list visible to it/them within 24 hours of the Buyer submitting
their preferred list of ODR Service Providers.

6.2.6.5. If only one ODR Service Provider has been mutually selected by the Buyer, Buyer
App and the respondent(s), then the said ODR Service Provider will be assigned to
resolve the Dispute.

6.2.6.6. In case two or more ODR Service Providers are common to the selections made by
the Buyer and the respondent(s), or if the Buyer and the respondent(s) are unable
to arrive at a common ODR Service Provider, the ODR Service Provider offering
the lowest price, will be assigned to that Dispute.

6.2.6.7. In case there is only one respondent to a Dispute, and the said respondent does not
to submit their preferred list of ODR Service Providers in time, as specified in
Clause 6.2.6.4, then the first ODR Service Provider selected by the Buyer, will be
assigned to the Dispute.

6.2.6.8. In case any one respondent, in a dispute involving more than one respondent, fails
to provide its list of preferred ODR Service Providers, after opting in for ODR, an
ODR Service Provider will be selected as under clauses 6.2.6.4 to 6.2.6.7 on the
basis of the preferences given by the Buyer and other respondent(s).

6.2.6.9. The ODR mechanism to resolve the Dispute, viz. (i) mediation; (ii) conciliation; or
(ii) arbitration, will be mutually decided by the parties to the Dispute.

6.2.6.10. The ODR process must be completed within 21 days of the selection of the ODR
Service Provider.

6.2.6.11. If the ODR Participants elect for resolution through mediation or conciliation first,
in case of unsatisfactory resolution, the parties to ODR may initiate arbitration
through the same ODR Service Provider.

6.2.6.12. The parties to an ODR proceeding may change the ODR Service Provider once
during the ODR process. Parties who attempted mediation/conciliation but were
unable to resolve the Dispute may use a different ODR Service Provider for



arbitration. In either case, the second ODR Service Provider must be chosen
mutually by the ODR Participants within 24 hrs after mutually deciding to
terminate the services provided by the first ODR Service Provider.

6.2.6.13. If the ODR Participants are unable to mutually choose a second ODR Service
Provider, as described in Clause 6.2.6.12, the said ODR Participants may decide to
undertake third party resolution through external channels, off the ONDC
Network.

6.2.7. For an Issue raised by a Buyer, the Seller App and Secondary Network Participants must
coordinate with and provide assistance to the Buyer App to ensure functionalities to process
cancellation and refund of an order as well as to process the Buyer’s Grievance received from
Buyer App. The Seller App will resolve the Buyer Issue/Grievance, as required, and provide
updates to the Buyer App to relay to the Buyer.

6.2.8. The Buyer App must provide the functionality to allow the Buyer to check the status and details
of the resolution of an Issue or a Grievance or a Dispute.

6.2.9. Any Network Participant, either a Buyer App or a Seller App or a Secondary Network
Participant, which has opted in to participate in ODR proceedings, must pass all information
related to the Order, as may be required by the ODR Service Provider as part of its terms and
conditions, for resolving the Dispute.

6.2.10. The Buyer App may refuse to accept an Issue from a Buyer, if the Issue is filed later than the
maximum permissible time for raising the Issue. The maximum permissible time for raising an
Issue will be notified by ONDC from time to time and will take into consideration factors such
as the nature of the product, industry standards and Applicable Laws.
For clarity, this limit on the time to raise an Issue shall only restrict a Buyer’s ability to raise an
Issue through ONDC’s Issue and Grievance Management framework.
For further clarity, the Buyer App can choose to allow the Buyer to raise an issue as per its
terms of use, and other Network Participants may choose to resolve said Issue. However, the
process, in such a case, shall take place off the ONDC Network, in that the process shall not be
subject to the provisions of this Chapter, and may use external channels and modes of
communication other than the ONDC Protocol.

6.2.11. If a Network Participant is found responsible for the Issue or Grievance or Dispute then the
action or inaction of such Network Participant may impact its badge/score in the ONDC
Network, as specified in the ONDC Network Policy.

Seller Issues and Grievances:

6.2.12. A Seller App, which is a Network Participant Marketplace Seller Node (NP-MSN) will collect
and process all Issues raised by the Seller (Seller Issues). NP-MSN must provide the Seller
with functionalities to file issues for reasons including but not limited to non-payment for an
order, damage to products during shipping or any other services provided by Network
Participants, or their agents, involved in the transaction in question.



6.2.13. NP-MSN must ensure that the Seller is able to select the concerned Order for which an Issue is
sought to be raised or in case the Seller is not provided with transaction or Order details due to
any technical failures such as payment failure, the Seller must be provided with an option to
raise the Issue either through chat support on the application, through email or a contact number
of a RO/GRO.

6.2.14. All Network Participants involved in a transaction shall extend all reasonable cooperation to the
NP-MSN and other Network Participants involved in the transaction to resolve the Issue,
including but not limited to providing requisite information in a timely manner. Information
requisite for resolution may include Order ID, Transaction ID, Payment Reference ID,
Fulfilment ID, Item ID, photographs, other evidence, contact details of the RO, as the case may
be.

6.2.15. NP-MSN must allow Sellers to raise Issues and resolve them as per the process and timelines as
described below:

6.2.15.1. The NP-MSN to the extent possible should provide the Seller with pre-set
options by way of a dropdown menu or any other mode to select the nature of
the Issue related to an Order, to raise an Issue.
For clarity, one Issue may contain multiple Issues that may require separate
resolution or responses.

6.2.15.2. When a Seller raises an Issue with the NP-MSN (at time “TSI”), the NP-MSN
must send an acknowledgement of receipt of the Issue within TSI + 120 minutes.
Failure to send the acknowledgment to the Seller, will be grounds for the Seller
to escalate the Issue Order to a Grievance Order for attempting resolution as
mentioned in Clause 6.2.16.
For clarity, if the Issue has been raised outside of business hours, the NP-MSN
must send an acknowledgement within 120 minutes of the next start of business
hours.
To illustrate, if an Issue is raised at 9 PM IST on Day 1, the acknowledgment
must be sent before 11:00 AM IST on Day 2. If an Issue is raised at 6 AM on
Day 1, the acknowledgement must be sent before 11:00 AM on Day 1 itself.

6.2.15.3. The NP-MSN must assign an issue tracking number (ITN) within TSI + 120
minutes. The ITN will be mapped to a transaction or Order or payment reference
ID or a Fulfilment ID or Item ID on the ONDC Network.
For clarity, if the Issue is raised outside of business hours, the NP-MSN must
assign an ITN within 120 minutes of the next start of business hours.

6.2.15.4. After an Issue is raised, and an ITN is assigned, the NP-MSN must offer a
resolution for the Issue via an automated system such as AI chatbot or through a
manual process. Whatever the system used (whether manual or automated), the
NP-MSN must provide a resolution within an overall period of TSI+24 hours.

6.2.15.5. If the NP-MSN resolves the Issue to the Seller’s satisfaction, the ITN can be
recorded as closed. If the NP-MSN is unable to resolve the Issue to the Seller’s
satisfaction, the NP-MSN may pass the IIP to the Buyer App and/or the



Secondary Network Participants involved in the Transaction, who will then
attempt to resolve the Issue.

6.2.15.6. If the NP-MSN has neither passed the IIP to the Buyer App and/or the Secondary
Network Participants involved within TSI+24 hours nor provided a satisfactory
resolution, then the Seller shall have the right to escalate the Issue to Grievance
for attempting resolution as mentioned in Clause 6.2.16.

6.2.15.7. If the NP-MSN had procured any on-network services from Secondary Network
Participants in relation to the Order in question, the NP-MSN may choose to pass
the IIP either to the Buyer App or the Secondary Network Participants, as per its
best judgement, who may be able to resolve the Issue. If the NP-MSN passes the
IIP to a Secondary Network Participant and the Secondary Network Participant is
unable to offer a resolution to the Issue, then the NP-MSN may then pass the IIP
to the Buyer App or any other Secondary Network Participant, and vice versa.
To illustrate, if the Seller wants to raise the issue related to weight dispute, the
Seller App can reasonably conclude that the issue requires issue resolution by the
Logistics Service Provider. The Seller App may then relay the issue to the
Logistics Service Providers instead of attempting resolution by itself.

6.2.15.8. If the NP-MSN has neither passed the IIP onto the Buyer App and/or the
Secondary Network Participants involved nor provided a satisfactory resolution
within TSI+24 hours, the Seller shall have the right to escalate the Issue to
Grievance for attempting resolution as mentioned in Clause 6.2.16.

6.2.15.9. If the Buyer App had procured on-network services from Secondary Network
Participants, the NP-MSN must pass the IIP to the Buyer App, and if the Buyer
App is unable to provide a resolution, it may pass on the IIP further to the
Secondary Network Participant(s) for resolution.

6.2.15.10. The Buyer App and the Secondary Network Participants, as the case may be,
must send an acknowledgement to the NP-MSN within 120 minutes of receiving
the IIP, and the NP-MSN must relay the acknowledgment to the Seller
immediately upon receiving it. Failure to send the acknowledgment to the
NP-MSN will be grounds for the Seller to escalate the Issue to a Grievance for
attempting resolution as mentioned in Clause 6.2.16.
For clarity, if the Buyer App or the Secondary Network Participant, as the case
may be, receives an IIP outside of business hours, they may send the
acknowledgement to the NP-MSN within 120 minutes of the next start of
business hours.

6.2.15.11. The Buyer App will be responsible for coordinating with the Buyer if resolving
the Issue requires any action(s) from the Buyer.

6.2.15.12. The Buyer App or Secondary Network Participants, as the case may be, must
provide a resolution within 24 hours each of receiving the IIP.



6.2.15.13. If the Buyer App or the Secondary Network Participant resolves the Issue to the
Seller’s satisfaction, the ITN shall be recorded as closed.

6.2.15.14. The NP-MSN must provide the functionality to display information from the
Buyer App’s and Secondary Network Participant’s issue resolution and
management systems, for the purposes of resolution of the Issue raised by the
Seller.

6.2.15.15. The NP-MSN or the Buyer App or Secondary Network Participants offering a
resolution to the Issue raised by the Seller, must provide the Seller at least 48
hours to accept or reject the resolution offered or escalate the Issue further to a
Grievance.

6.2.15.16. If the Seller fails to accept the resolution or reject the resolution or escalate the
Issue to a Grievance within 48 hours, the ITN shall be deemed to be closed.

6.2.15.17. The NP-MSN must submit information related to the resolution of the Issue to
ONDC, as and when requested by ONDC.

6.2.15.18. The NP-MSN must keep a record of the evidence trail and other supporting
documents for a period as required under Applicable Laws.

6.2.16. All Grievances raised by a Seller must be resolved as per the process defined below:

6.2.16.1. The time at which the Issue is escalated to a Grievance shall be designated as
“TSG” for the purposes of this Clause 6.2.16.

6.2.16.2. The NP-MSN’s RO/GRO must send an acknowledgement to the Seller, of receipt
of the Grievance within TSG + 120 minutes. Failure to send the acknowledgment to
the NP-MSN will be grounds for the Seller to escalate the Grievance to a Dispute
for attempting resolution as mentioned in Clause 6.2.17.
For clarity, if an Issue is escalated to a Grievance outside of business hours, the
NP-MSN must send an acknowledgement within 120 minutes of the next start of
business hours.
To illustrate, if an Issue is escalated to a Grievance at 9 PM IST on Day 1, the
acknowledgment must be sent before 11:00 AM IST on Day 2. If an Issue is
escalated to a Grievance at 6 AM on Day 1, the acknowledgement must be sent
before 11:00 AM on Day 1 itself.

6.2.16.3. The NP-MSN's RO/GRO will determine whether the Grievance can be resolved
by the NP-MSN or if it needs to be resolved by another Network Participant
involved in the transaction.

6.2.16.4. If the NP-MSN's RO/GRO determines that the NP-MSN cannot offer a satisfactory
resolution to the Grievance because the Grievance relates to one or more of the
other Network Participants involved, the NP-MSN's must forward the Grievance
Information Packet (GIP), along with any pertinent details, to the Buyer App or
Secondary Network Participants, as the case may be, for resolution. The NP-MSN’



RO/GRO must either provide a resolution to the Seller, or assign and forward the
GIP to other Network Participant and notify the Seller of the same, within TSG + 96
hours. Failure to do so will be grounds for the Seller to escalate the Grievance to a
Dispute.

6.2.16.5. Similar to clauses, 6.2.15.5 and 6.2.15.6, if the Grievance has to be assigned and
forwarded to a Secondary Network Participant involved in the transaction, the
Network Participant who procured on-network services from that Secondary
Network Participant will be responsible for assigning and forwarding the GIP to
such Secondary Network Participant.

6.2.16.6. The Buyer App’s RO/GRO and the Secondary Network Participants’ RO/GRO, as
the case may be, must send an acknowledgement to the NP-MSN within 120
minutes of receiving the GIP, and the NP-MSN must relay the acknowledgment to
the Seller immediately upon receiving it. Failure to send the acknowledgment to
the NP-MSN will be grounds for the Seller to escalate the Grievance to a Dispute
for attempting resolution as mentioned in Clause 6.2.17.
For clarity, if the Buyer App or the Secondary Network Participant, as the case
may be, receives an GIP outside of business hours, they may send the
acknowledgement to the NP-MSN within 120 minutes of the next start of business
hours.

6.2.16.7. The RO/GRO of the Buyer App or the Secondary Network Participants, as the case
may be, must resolve the Grievance or forward it to the RO/GRO of the other
Network Participant(s) involved within a period of 96 hours of receiving the
Grievance from the NP-MSN, and the must be notified of the same. Failure to do
so will be grounds for the Seller to escalate the Grievance to a Dispute.

6.2.16.8. The NP-MSN must submit information related to the resolution of the Issue to
ONDC, as and when requested by ONDC.

6.2.16.9. The NP-MSN must keep a record of the evidence trail and other supporting
documents for a period as required under Applicable Laws.

6.2.17. If the Grievance is not resolved to the satisfaction of the Seller or not resolved at all, then the
Seller may escalate it to a Dispute, and opt for resolution of the Dispute via the Online Dispute
Resolution (ODR) process set out below. However, if the Seller does not opt for ODR within
the specified time period, the ITN may be recorded as closed by the Network Participant(s)
involved.
For the purposes of this Clause 6.2.17, “TSD” shall mean the time at which all the Network
Participants involved in the transaction offered a resolution for a Grievance or communicated
their inability to do so to the Seller.
For the purposes of this Clause 6.2.17, “n” shall mean all the ODR Service Providers,
empanelled by ONDC, visible to a party to a Dispute. If n is an even number, “N” shall be
equal to n/2 + 1, and if n is an odd number, N shall be equal to n/2 + 0.5.

6.2.17.1. The Seller will have TSD+ 24 hours to opt in for ODR.



6.2.17.2. If the Seller opts for ODR, the respondents to the Dispute, i.e. the concerned
Network Participant(s), as the case may be, must indicate their willingness to
participate in the ODR proceedings within 24 hours of the Seller opting in for
ODR. If the concerned Network Participants fail to or refuse to opt in for ODR,
the ITN may be marked as closed, and the Seller may pursue the matter in courts.
For clarity, the Buyer App will coordinate with and act on behalf of the Buyer
with respect to any and all obligations under this Clause 6.2.17.

6.2.17.3. If the concerned Network Participants opt in for ODR, the Seller must choose a
minimum of ‘N’ ODR Service Providers from a list of ODR Service Providers,
empanelled by ONDC, which will be visible to the Seller, within 24 hours after
being notified of such Network Participant(s) opting in for ODR.

6.2.17.4. After the Seller has chosen their preferred list of ODR Service Providers, the
respondent(s) to the Dispute must choose a minimum of ‘N’ ODR Service
Providers from a list visible to it/them within 24 hours of the Seller submitting
their preferred list of ODR Service Providers.

6.2.17.5. If only one ODR Service Provider has been mutually selected by the Seller and the
respondent(s), then the said ODR Service Provider will be assigned to resolve the
Dispute.

6.2.17.6. In case two or more ODR Service Providers are common to the of the selections
made by the Seller, NP-MSN and the respondent(s), or if the Seller and the
respondent(s) are unable to arrive at a common ODR Service Provider, the ODR
Service Provider offering the lowest price, will be assigned to that Dispute.

6.2.17.7. In case there is only one respondent to a Dispute, and the said respondent does not
to submit their preferred list of ODR Service Providers in time, as specified in
Clause 6.2.17.4, then the first ODR Service Provider selected by the Seller, will be
assigned to the Dispute.

6.2.17.8. In case only one respondent, in a dispute involving more than one respondent, fails
to provide its list of preferred ODR Service Providers, after opting in for ODR, an
ODR Service Provider will be selected as under clauses 6.2.17.4 to 6.2.17.7 on the
basis of the preferences given by the Seller and other respondent(s).

6.2.17.9. The ODR mechanism to resolve the Dispute, viz. (i) mediation; (ii) conciliation; or
(ii) arbitration, will be mutually decided by the parties to the Dispute.

6.2.17.10. The ODR process must be completed within 21 days of the selection of the ODR
Service Provider.

6.2.17.11. If the ODR Participants elect for resolution through mediation or conciliation first,
in case of unsatisfactory resolution, the parties to ODR may initiate arbitration
through the same ODR Service Provider.



6.2.17.12. The parties to an ODR proceeding may change the ODR Service Provider once
during the ODR process. Parties who attempted mediation/conciliation but were
unable to resolve the Dispute may use a different ODR Service Provider for
arbitration. In either case, the second ODR Service Provider must be chosen
mutually by the ODR Participants within 24 hrs after mutually deciding to
terminate the services provided by the first ODR Service Provider.

6.2.17.13. If the ODR Participants are unable to mutually choose a second ODR Service
Provider, as described in Clause 6.2.17.12, the said ODR Participants may decide
to undertake third party resolution through external channels, off the ONDC
Network.

6.2.18. For a Seller Issue raised by a Seller, the Buyer App and Secondary Network Participants must
coordinate with and provide assistance to the NP-MSN to ensure functionalities to process
cancellation and refund of an order as well as to process the Seller’s Grievance received from
NP-MSN. The Buyer App will resolve the Seller Issue/Grievance, as required, and provide
updates to the NP-MSN to relay to for the Seller.

6.2.19. The NP-MSN must provide the functionality to allow the Seller to check the status and details of
the resolution of an Issue or a Grievance or a Dispute.

6.2.20. NP-MSN must only accept Seller Issues which are associated with an Order ID or a Payment
Reference ID or Fulfilment ID or Item ID generated on the Network.

6.2.21. The NP-MSN may refuse to accept Issues from a Seller, if the Issue is filed later than the
permissible time for raising the Issue. The maximum permissible time for raising an Issue will be
notified by ONDC from time to time and will take into consideration factors such as the nature of
the product,industry standards and Applicable Laws.
For clarity, this limit on the time to raise an Issue shall only restrict a Seller’s ability to raise an
Issue through ONDC’s Issue and Grievance Management framework.
For further clarity, the NP-MSN can choose to allow the Seller to raise an issue as per its terms
of use, and other Network Participants may choose to resolve said Issue. However, the process, in
such a case, shall take place off the ONDC Network, in that the process shall not be subject to
the provisions of this Chapter, and may use external channels and modes of communication other
than the ONDC Protocol.

6.2.22. If a Network Participant is found responsible for the Issue or Grievance or Dispute then the
action or inaction of such Network Participant may impact its badge/score in the ONDC Network
as specified in the ONDC Network Policy.

Network Participant Issues and Grievances:

6.2.23. All Network Participants must maintain the functionality to accept, process and resolve Issues
filed against them by other Network Participants. A respondent Network Participant (Respondent
NP) will attempt to resolve an Issue raised by a complainant Network Participant (Complainant
NP).



For clarity, a Complainant NP and a Respondent NP can either be a Buyer App or a Seller App
or a Secondary Network Participant on the ONDC Network.

6.2.24. The Respondent NP must ensure that the Complainant NP is able to select the concerned Order
for which an Issue is sought to be raised or in case the Complainant NP is not provided with
transaction or Order details due to any technical failures, the Complainant NP must be provided
with an option to raise the Issue either through chat support on the application, through email or a
contact number of a Resolution Officer (RO).

6.2.25. All Network Participants involved in a transaction shall extend all reasonable cooperation to the
Respondent NP and other Network Participants involved in the transaction to resolve the Issue,
including but not limited to providing requisite information in a timely manner. Information
requisite for resolution may include Order ID, Transaction ID, Payment Reference ID, Fulfilment
ID, Item ID, photographs, other evidence, contact details of the RO, as the case may be.

6.2.26. Respondent NP must allow Complainant NP to raise Issues and resolve them as per the process
and timelines as described below:

6.2.26.1. The Respondent NP, to the extent possible, should provide the Complainant NP
with pre-set options of Issues by way of a dropdown menu or any other mode to
select the nature of the Issue related to an Order, to raise an Issue..
For clarity, one Issue may contain multiple Issues that may require separate
resolution or responses.

6.2.26.2. When a Complainant NP raises an Issue with the Respondent NP (at time "TNI"),
the Respondent NP must send an acknowledgement of receipt of the Issue within
TNI + 120 minutes. Failure to send the acknowledgment to the Complainant NP,
will be grounds for the Complainant NP to escalate the Issue to a Grievance for
attempting resolution as mentioned in Clause 6.2.27.

For clarity, if the Issue has been raised outside of business hours, the Respondent
NP must send an acknowledgement within 120 minutes of the next start of
business hours.
To illustrate, if an Issue is raised at 9 PM IST on Day 1, the acknowledgment must
be sent before 11:00 AM IST on Day 2. If an Issue is raised at 6 AM on Day 1, the
acknowledgement must be sent before 11:00 AM on Day 1 itself.

6.2.26.3. The Respondent NP must assign an issue tracking number (ITN) within TNI + 120
minutes. The ITN will be mapped to a transaction or Order or payment reference
ID or a Fulfilment ID on the ONDC Network.
For clarity, if the Issue is raised outside of business hours, the Respondent NP
must assign an ITN within 120 minutes of the next start of business hours.

6.2.26.4. After an Issue is raised, and an ITN is assigned, the Respondent NP must offer a
resolution for the Issue via an automated system such as AI chatbot or through.
Whatever the system used (whether manual or automated), the Respondent NP
must provide a resolution within an overall period of TNI+24 hours.



6.2.26.5. If the Respondent NP resolves the Issue to the Complainant NP’s satisfaction, the
ITN can be recorded as closed. If the Respondent NP is unable to resolve the Issue
to the Complainant NP’s satisfaction, the Issue may be passed to the other
Network Participants or Secondary Network Participants involved in the
Transaction, who will then attempt to resolve the Issue.

6.2.26.6. The other Network Participant(s) to whom the IIP is passed, must send an
acknowledgement to the Respondent NP within 120 minutes of receiving the IIP,
and the Respondent NP must relay the acknowledgment to the Complainant NP
immediately on receiving it. Failure to send the acknowledgment to the
Complainant NP will be grounds for the Complainant NP to escalate the Issue to a
Grievance for resolution as mentioned in Clause 6.2.27.
For clarity, if other Network Participant(s) receive outside of business hours, then
they may send the acknowledgement to the Respondent NP within 120 minutes of
the start of business hours on the subsequent day.

6.2.26.7. If the Respondent NP has neither passed the Issue to the Network Participants
and/or the Secondary Network Participants involved nor provided a satisfactory
resolution within TNI+24 hours, then the Complainant NP shall have the right to
escalate the Issue to a Grievance for attempting resolution as mentioned in Clause
6.2.27.

6.2.26.8. The Seller App will be responsible for coordinating with the Seller if resolving the
Issue requires any action(s) from the Seller. The Buyer App will be responsible for
coordinating with the Buyer if resolving the Issue requires any action(s) from the
Buyer. The Logistics Service Provider will be responsible for coordinating with its
staff who may be involved in a transaction, against which an Issue has been raised.

6.2.26.9. Other Network Participants or Secondary Network Participants, as the case may
be, must send an acknowledgement to the Respondent NP within 120 minutes of
receiving the IIP, and the Respondent NP must relay the acknowledgment to the
Complainant NP immediately upon receiving it. Failure to send the
acknowledgment to the Complainant NP will be grounds for the Complainant NP
to escalate the Issue to a Grievance for resolution as mentioned in Clause 6.2.27

6.2.26.10. The other Network Participant(s) or Secondary Network Participants involved in a
transaction against which an Issue has been raised, must provide a resolution
within 24 hours each of receiving the Issue from the Respondent NP.

6.2.26.11. If the other Network Participant or Secondary Network Participants resolves the
Issue to the Complainant NP’s satisfaction, the ITN shall be recorded as closed.

6.2.26.12. The Respondent NP must provide the functionality to display information from
other Network Participant’s issue resolution and management systems, for the
purposes of resolution of the Issue raised by the Complainant NP.



6.2.26.13. If other Network Participants and/or Secondary Network Participants are unable to
resolve the Issue to the Complainant NP’s satisfaction, the Complainant NP may
escalate the Issue to a Grievance for resolution as mentioned in Clause 6.2.27.

6.2.26.14. The Respondent NP and/or other Network Participants or Secondary Network
Participants, as may be involved, offering a resolution to the Issue raised by the
Complainant NP, must provide the Complainant NP at least 48 hours to accept or
reject the resolution offered or escalate the Issue further to a Grievance.

6.2.26.15. If the Complainant NP fails to accept the resolution or reject the resolution or
escalate the Issue to a Grievance within 48 hours, the ITN shall be deemed to be
closed.

6.2.26.16. The Respondent NP must submit information related to the resolution of the Issue
to ONDC, as and when requested by ONDC.

6.2.26.17. The Respondent NP must keep a record of the evidence trail and other supporting
documents for a period as required under Applicable Laws.

6.2.27. All Grievances raised by a Complainant NP must be resolved as per the process and flow
defined below:

6.2.27.1. The time at which the Issue is escalated to a Grievance shall be designated as
“TNG” for the purposes of this Clause 6.2.27

6.2.27.2. The Respondent NP’s RO/GRO must send an acknowledgement to the
Complainant NP, of receipt of the Grievance within TNG + 120 minutes.Failure to
send the acknowledgment to the Complainant NP, will be grounds for the
Complainant NP to escalate the Grievance to a Dispute for attempting resolution as
mentioned in Clause 6.2.28.
For clarity, if an Issue is escalated to a Grievance outside of business hours, the
Respondent NP must send an acknowledgement within 120 minutes of the next
start of business hours.
To illustrate, if an Issue is escalated to a Grievance at 9 PM IST on Day 1, the
acknowledgment must be sent before 11:00 AM IST on Day 2. If an Issue is
escalated to a Grievance at 6 AM on Day 1, the acknowledgement must be sent
before 11:00 AM on Day 1 itself.

6.2.27.3. The Respondent NP's RO/GRO will determine whether the Grievance can be
resolved by the Respondent NP or if it needs to be resolved by another Network
Participant involved in the transaction.

6.2.27.4. If the Respondent NP's RO/GRO determines that the Respondent NP cannot offer
a satisfactory resolution to the Grievance because the Grievance relates to one or
more of the other Network Participants involved, the Respondent NP's must
forward the GIP, along with any pertinent details, to other Network Participants, as
the case may be, for resolution. The Respondent NP’s RO/GRO must either
provide a resolution to the Complainant NP, or assign and forward the GIP to



another Network Participant’s RO/GRO and notify the Complainant NP of the
same, within TNG + 96 hours.

6.2.27.5. Similar to Clause 6.2.26.5, if the Grievance has to be assigned and forwarded to
other Network Participants involved in the transaction, the Respondent NP will be
responsible for assigning and forwarding the GIP to other Network Participant(s).

6.2.27.6. The other Network Participant(s)’s RO/GRO, as the case may be, must send an
acknowledgement to the Respondent NP’s RO/GRO within 120 minutes of
receiving the GIP, and the Respondent NP must relay the acknowledgment to the
Complainant NP immediately upon receiving it. Failure to do so will be grounds
for the Complainant NP to escalate the Grievance to a Dispute. for attempting
resolution as mentioned in Clause 6.2.28.
For clarity, if the other Network Participant(s), as the case may be, receives an
GIP outside of business hours, they may send the acknowledgement to the
Respondent NP within 120 minutes of the next start of business hours.

6.2.27.7. The RO/GRO of the other Network Participants, as the case may be, must resolve
the Grievance or forward it to the RO/GRO of the other Network Participant(s)
involved within a period of 96 hours of receiving the Grievance from the
Respondent NP, and the Complainant NP must be notified of the same.

6.2.27.8. The Respondent NP must submit information related to the resolution of the Issue
to ONDC, as and when requested by ONDC.

6.2.27.9. The Respondent NP must keep a record of the evidence trail and other supporting
documents for a period as required under Applicable Laws.

6.2.28. If the Grievance is not resolved to the satisfaction of the Complainant NP or not resolved at all,
then the Complainant NP may escalate it to a Dispute, and opt for resolution of the Dispute via
the Online Dispute Resolution (ODR) process set out below. However, if the Complainant NP
does not opt for ODR within the specified time period, the ITN may be recorded as closed by
the Network Participant(s) involved.
For the purposes of this Clause 6.2.28, “TND” shall mean the time at which all the Network
Participants involved in the transaction have offered a resolution for a Grievance or
communicated their inability to do so to the Complainant NP.
For the purposes of this Clause 6.2.28, “n” shall mean all the ODR Service Providers,
empanelled by ONDC, visible to a party to a Dispute. If n is an even number, “N” shall be
equal to n/2 + 1, and if n is an odd number, N shall be equal to n/2 + 0.5.

6.2.28.1. The Complainant NP will have TND+ 24 hours to opt in for ODR.

6.2.28.2. If the Complainant NP opts for ODR, the respondents to the Dispute, i.e. the
concerned Network Participant(s), as the case may be, must indicate their
willingness to participate in the ODR proceedings within 24 hours of the
Complainant NP opting in for ODR. If the concerned Network Participants fail to
or refuse to opt in for ODR, the ITN may be marked as closed, and the Buyer may
pursue the matter in courts.



6.2.28.3. If the concerned Network Participant(s) opt in for ODR, the Complainant NP must
choose a minimum of ‘N’ ODR Service Providers from a list of ODR Service
Providers, empanelled by ONDC, which will be visible to the Complainant NPs,
within 24 hours after being notified of such Network Participant(s) opting in for
ODR.

6.2.28.4. After the Complainant NP has chosen their preferred list of ODR Service
Providers, the respondent(s) to the Dispute must choose a minimum of ‘N’ ODR
Service Providers from a list visible to it/them within 24 hours of the Complainant
NP submitting their preferred list of ODR Service Providers.

6.2.28.5. If only one ODR Service Provider has been mutually selected by the Complainant
NP and the respondent(s), then the said ODR Service Provider will be assigned to
the Dispute.

6.2.28.6. In case two or more ODR Service Providers are common to the selections made by
the Complainant NP and the respondent(s), or if the Complainant NP and the
respondent(s) are unable to arrive at a common ODR Service Provider, the ODR
Service Provider offering the lowest price, will be assigned to that Dispute.

6.2.28.7. In case there is only one respondent to a Dispute, and the said respondent does not
submit their preferred list of ODR Service Providers in time, as specified in Clause
6.2.28.5, then the first ODR Service Provider selected by the Complainant NP, will
be assigned to the Dispute.

6.2.28.8. In a dispute involving more than one respondent, if some of the respondent(s) fail
to provide its list of preferred ODR Service Providers, after opting in for ODR, an
ODR Service Provider will be selected as under clauses 6.2.28.5 to 6.2.28.7 on the
basis of the preferences given by the Complainant NP and respondent(s), which
have submitted their preferences.

6.2.28.9. The ODR mechanism to resolve the Dispute, viz. (i) mediation; (ii) conciliation; or
(ii) arbitration, will be mutually decided by the parties to the Dispute.

6.2.28.10. The ODR process must be completed within 21 days of the selection of the ODR
Service Provider.

6.2.28.11. If the ODR Participants elect for resolution through mediation or conciliation first,
in case of unsatisfactory resolution, the parties to ODR may initiate arbitration
through the same ODR Service Provider.

6.2.28.12. The parties to an ODR proceeding may change the ODR Service Provider once
during the ODR process. Parties who attempted mediation/conciliation but were
unable to resolve the Dispute may use a different ODR Service Provider for
arbitration. In either case, the second ODR Service Provider must be chosen
mutually by the ODR Participants within 24 hrs after mutually deciding to
terminate the services provided by the first ODR Service Provider.



6.2.28.13. If the ODR Participants are unable to mutually choose a second ODR Service
Provider, as described in Clause 6.2.28.12, the said ODR Participants may decide
to undertake third party resolution through external channels, off the ONDC
Network.

6.2.29. Respondent NP must only accept Issues raised by a Complainant NP which are associated with
an Order ID or a Payment Reference ID or fulfilment ID generated on the Network.

6.2.30. The Respondent NP may refuse to accept Issues from a Complainant NP, if the Issue is filed
later than the permissible time for raising the Issue. The maximum permissible time for raising
an Issue will be notified by ONDC from time to time and will take into consideration factors
such as the nature of the product, industry standards and Applicable Law.
For clarity, this limit on the time to raise an Issue shall only restrict a Complainant NP’s ability
to raise an Issue through ONDC’s Issue and Grievance Management Framework.
For further clarity, the Respondent NP can choose to allow the Complainant to raise an issue as
per its terms of use, and other Network Participants may choose to resolve said Issue. However,
the process, in such a case, shall take place off the ONDC Network, in that the process shall not
be subject to the provisions of the Chapter, and may use external channels and modes of
communication other than the ONDC Protocol.

6.2.31. If a Network Participant is found responsible for the Issue or Grievance or Dispute then the
action or inaction of such Network Participant may impact its badge/score in the ONDC
Network, as specified in the ONDC Network Policy.

Miscellaneous clauses related to the Online Dispute Resolution (ODR) Mechanism

6.2.32. For orders placed through the ONDC Network, the Network Participant must ensure that the
T&Cs with the End Users have clauses allowing for a Dispute to be resolved through the
ONDC ODR mechanism.

6.2.33. In the case of a Dispute raised by a Buyer, the ONDC ODR mechanism shall be purely
voluntary and does not bar the Buyer from seeking any other remedy provided to a 'consumer'
under the Consumer Protection Act, 2019.

6.2.34. All Disputes between Network Participants will be governed by their respective transaction
level contracts and service level agreements (if any and as applicable), along with the relevant
Applicable Law and the ONDC Network Policy.

6.2.35. The ODR Participants must share the expenses incurred for mediation and conciliation.

6.2.36. The cost of the arbitration, including fees and expenses of the arbitrator, shall be borne by the
party at fault, unless the award otherwise provides.

6.2.37. The Disputes initiated through an ODR Service Provider onboarded by ONDC will be resolved
as per the T&C of the respective ODR Service Provider. Such T&C will include the ODR
procedures, costs, appeals, confidentiality and other conditions as applicable, provided the
dispute is resolved within 21 days.

Management of disputes between Network Participants and ONDC



6.2.38. All disputes between a Network Participant and ONDC will be governed by the laws of the
Republic of India for the time being in force.

6.2.39. Any dispute arising under, in connection with, or incidental to the Network Participant
Agreement or the ONDC Network Policy, or about their interpretation, including as to their
existence, validity, performance, breach or termination, if not resolved within thirty (30) days
through discussion between the parties, will be referred to and resolved by arbitration.

6.2.40. Arbitration will be conducted by a panel consisting of three (3) arbitrators, with one (1)
nominated by each party and the third chosen by the two (2) arbitrators so nominated. The
decision and award will be determined by the majority of the panel and shall be final and
binding upon the parties.

6.2.41. The arbitration will be conducted in accordance with the provisions of the Arbitration and
Conciliation Act, 1996 of India (Arbitration Act), as may be in force from time to time.

6.2.42. In the event of death, refusal, neglect, inability, or incapability of the person so appointed to act
as an arbitrator, the party or parties who previously nominated such affected arbitrator may
appoint the new arbitrator.

6.2.43. The arbitration proceedings will be conducted in English and the venue and seat of arbitration
will be New Delhi, India. The courts at New Delhi shall have the exclusive jurisdiction for all
arbitral applications.

6.2.44. The cost of the arbitration, including fees and expenses of the arbitrator, shall be borne by the
party at fault, unless the award otherwise provides.

6.2.45. The existence of any information relating to any such arbitration proceedings will not be
disclosed by either ONDC or the concerned Network Participant(s).

6.2.46. Notwithstanding the foregoing, any party may seek injunctive relief in any court of competent
jurisdiction for any actual or alleged infringement of such party’s, its Affiliates’ or any third
party’s intellectual property or other proprietary rights.



Summary of Consultations

ONDC sought inputs on v 0.3 of the Issue and Grievance Management Policy from Network
Participants, both onboarded and prospective, and other stakeholders. Summarised below are the
feedback/queries received from Network Participants and ONDC’s responses to them.

1. Scope of the Issue and Grievance Management Policy

Feedback/Query
The Issue and Grievance Management Policy (IGMP) does not cover use cases where Buyers
or Sellers may raise issues against an interfacing application, for example Cash on Delivery or
weight disputes that will arise in weighing commodities in the agri-products domain.

ONDC’s response
ONDC’s Issue and Grievance Management Framework has been designed in a sector and
issue agnostic manner. Therefore, the framework is largely process driven which can be
adopted for resolution  of issues for different use cases. The IGM Framework is also unique in
the sense that it aims to facilitate quick resolution of Issues, which will benefit Buyers, Sellers
and Network Participants alike. In doing so, the framework places obligations on the Network
Participants to ensure issues are resolved in a timely manner. The Issue and Grievance
Management Policy captures these obligations emerging from following the resolution
process on ONDC’s IGM.

Therefore, the IGM Framework on ONDC only provides the process flow for an issue to be
resolved between parties involved in a transaction. Handling specific issues related to COD or
weight disputes or any sector specific issues will need to be built by Network Participants
individually, keeping in mind what type of transactions will the Network Participant be
handling on the Network.

2. Quality Checks by Resolution Officers

Feedback/Query
Network Participants sought if Resolution Officers can perform quality checks for validating
issues raised by any Complainant

ONDC’s Response
ONDC clarifies that nothing in the Issue or Grievance Resolution stage restricts Resolution
Officer/Grievance Resolution Officer of a Network Participant to conduct quality checks as
part of the investigation to be conducted against any issue raised by a Complainant. The
Network Participant must ensure that the evidence gathered as part of the quality check
should be inline with the fields as set out in the API Protocol Specifications for IGM.

3. Concerns Regarding Time Limits to resolve Issues and Grievances

Feedback/Query
Network Participants expressed their on the obligations related to resolution of issues and
grievances within the time limits as was required under IGMP, and how they could be



restrictive on Network Participants. Network Participants also expressed that the IGM
framework’s timelines were not aligned with the maximum grievance redressal time periods
as is specified under the E-Commerce Rules, 2020.

ONDC’s Response
ONDC’s IGM framework aims to facilitate quick resolution of issues and grievances raised
by complainant.

At level 1, Issue Resolution stage, upon receipt of the issue from Buyer, an acknowledgement
is to be issued immediately to the Buyer's call, if the payload is aligned with the technical
specifications as made available ONDC. The acknowledgement and resolution of the problem
as raised by the Buyer or any complainant shall be governed by Applicable Law. There are
distinct APIs and processes such as status, update etc. are envisioned in the IGM ecosystem
that will be used to update and inform the status of an issue to the complainant's interfacing
system such as a Buyer App. However, hearing concerns raised by Respondents ONDC
relaxes the requirement to 120 minutes which seems reasonable to implement in an automated
system.

Additionally, the maximum time for resolution of issues and grievances is well within the 30
day period for grievance redressal as prescribed under the E-Commerce Rules, 2020.

However, taking note of the concerns raised by Network Participants, ONDC has relaxed the
time that can be taken by the RO/GRO of a Network Participant or a Secondary Network
Participant from the previously prescribed 48 hours to 96 hours.

4. Engagement of Buyer Apps with Secondary Network Participants

Feedback/Query
Some Network Participants which are Buyer Apps on the Network enquired on why the IGM
Policy envisages Buyer Apps to relay Issues to Secondary Network Participants

ONDC’s Response
While not required at the time of writing of this, it is envisaged that Buyer Apps will engage
Secondary Network Participants which will offer different services on the Network. For
example, in the future, the ONDC protocol can enable a Buyer App to procure logistics
services for fulfilment of orders. In such a case, such Secondary Network Participants may be
required to become party to resolve issues.

5. Impact of IGM on Score/Badge

Feedback/Query
Some Network Participants enquired on whether outcome of issue, grievance and dispute
resolution affect the proposed scoring/badging framework

ONDC’s Response



At the time of writing this, ONDC is still working to finalise the scoring/badging framework.
However, ONDC envisions the scoring to be pinned to a Seller, and not to the Seller App
(Marketplace Seller Apps). The Seller Apps and Buyer Apps' ratings shall be handled outside
of this scoring scope.

The ONDC scoring/badging framework is still in the works at the time this document is being
written, and a chapter will be released once finalised.

6. Treatment of Logistics Service Providers

Feedback/Query
Certain Network Participants enquired if Logistics Service Providers will be treated as Seller
Apps, as defined under Chapter 2 Business Rules of the ONDC Network Policy, or as
Secondary Network Participants as specified in the IGM Policy.

ONDC’s Response
The IGM Policy distinguishes Seller Apps and Logistics Service Providers, as Seller Apps
(which are Seller Marketplaces and Inventory Seller Apps) and Logistics Service Providers
will play distinct roles for resolution of issues and grievances. For example, an issue related to
delayed delivery after on-time dispatch, will need to be resolved exclusively by the Logistics
Service Provider, and won’t involve a Seller App in the issue resolution process. Therefore, it
became necessary to independently recognize Logistics Service Providers in the IGM Policy,
and Logistics Service Providers will be classified as Secondary Network Participants for the
purposes of the IGM Policy only.

7. Failure to acknowledge or resolve issues within the specified time

Feedback/Query
Network Participants enquired on what actions will be taken if other Network Participants or
Secondary Network Participants involved in issue resolution fail to acknowledge or provide a
resolution within the specified time period.

ONDC’s Response
ONDC has added provisions which require Network Participants to allow their respective
complainants to be provided a functionality to escalate the issue/grievance to the next level, in
case the complainant does not receive acknowledgement within the time specified.

8. Format for displaying information on issue resolution to the Complainant

Feedback/Query
Network Participants enquired on what would be the format which must be followed by an
Interfacing NP (for eg. Buyer App) to present information related to issue resolution by other
Network Participants and Secondary Network Participants.

ONDC’s Response



ONDC will provide APIs which will have different fields to be populated and will provide for
text remarks, pictures, videos etc. to be included as part of the API. The APIs shall only carry
structured information and any unstructured info, such as images, videos etc. shall be
contained in a URL as part of the payload. The rendering of this information is left to the
respective apps using data as transmitted in the IGM specifications released by ONDC

9. Maintaining record of evidence trails

Feedback/Query
Respondents enquired on what would be the format of the Resolution Summary to be
submitted by the resolving Network Participant or the Secondary Network Participant.
Additionally, respondents enquired for how long will Network Participant and the Secondary
Network Participants need to maintain a record of the Resolution offered.

ONDC’s Response
ONDC clarifies that the erstwhile clause requiring Network Participants to submit a digital
resolution summary has been amended, and has been more broadly defined as information
related to the resolution of the issue or grievance, which ONDC may request as and when
required. ONDC also clarifies that Network Participants and Secondary Network Participants
will b required to maintain evidence and supporting documents for a period as prescribed
under Applicable Law.

10. ITN Closure

Feedback/Query
Respondents enquired on how an Issue Ticket Number will be closed on the Network

ONDC’s Response
ONDC clarifies that the Issue Ticket Number (ITN) will be considered closed after the
complainant accepts or rejects the resolution as offered during Issue Resolution, or will be
deemed to be closed if the Buyer does not accept or further escalate the Issue within 48 hours
of the resolution being offered to the Complainant, which has been relaxed from 24 hours
specified in version 0.3 of the IGM Policy.

For Grievance Resolution, the Complainant must be given 48 hours to either accept the
resolution or opt in for dispute resolution through ODR.

However, an ITN may be deemed to be closed if the complainant doesn’t respond to the
resolution within 48 hours.

11. Grievance Order Flow for Resolution

Feedback/Query
Respondents enquired on what will be the flow of a Grievance Information Packet for
resolution between Network Participants.



ONDC’s Response
ONDC clarifies that the Interfacing App’s RO/GRO (for eg. Buyer App) will take a call on
who to relay the GIP further. For eg., if the grievance escalated is regarding delayed delivery,
while the order was shipped on time as promised, then the Buyer App can reasonably assume
the Logistics Service Provider, for that particular transaction, to be the party who may offer a
resolution. For such a scenario, the Buyer App may not involve the Seller App in question for
the purposes of resolution of the Grievance.

12. Participation by Parties in ODR

Feedback/Query
Respondents enquired on the role of a Network Participant who may be party to an order,
against which a dispute has been raised.

ONDC’s Response
ONDC clarifies that only parties which want to opt in for the ODR proceedings, will be
considered as parties participating in the ODR proceedings.

13. Information to be relayed as part of Dispute Resolution

Feedback/Query
Respondents enquired on what type of information will need to be relayed by Network
Participants as part of the dispute resolution process.

ONDC’s Response
ODR Participants will be required to provide information as required by the ODR Service
Providers for the sake of dispute resolution. The information could include details related to
the order, product details, evidence from investigation conducted during attempted issue and
grievance resolution, preferred resolution expected etc.

14. Timeline for ODR

Feedback/Query
Respondents enquired on the timeline affixed for ODR in the ONDC IGM framework.

ONDC’s Response
ONDCs IGM Framework is broadly designed considering 7 days for each of the 3 dispute
resolution mechanisms i.e mediation, conciliation and arbitration. This duration is only meant
to be a guideline, and will not necessarily limit an ODR Service Provider to take more days
for a particular dispute resolution mechanism. However, the entire process is required to be
completed within the prescribed 21 day period.

15. Release and implementation of the IGM Policy

Feedback/Query



Respondents enquired on the timeline for implementation of the IGM framework on the
Network Participant’s end, and by when will they be required to update the terms and
conditions on their website.

ONDC’s Response
While all Network Participants and Secondary Network Participants should update their terms
and conditions, as soon as IGM Policy is made live, a grace period will be offered to the
Network Participants or Secondary Network Participants, who will be allowed to build their
technical capabilities and functionalities within the organisation, before any disciplinary
action being initiated against Network Participants or Secondary Network Participants

16. Time period for resolution of disputes between Network Participants and ONDC

Feedback/Query
Respondents enquired on whether the time period for dispute resolution between Network
Participants and ONDC may be extended to 30 days from the previously stated 15 days in
version 0.3 of the IGM Policy.

ONDC’s Response
ONDC accepts this recommendation and amends the clause accordingly.

17. Seat of Arbitration

Feedback/Query
Respondents enquired on whether the seat of arbitration can be changed to the local
jurisdiction of the Network Participant.

ONDC’s Response
ONDC rejects this proposal and asserts that only New Delhi will be the seat of arbitration.

18. Expenditure Bearing for Dispute Resolution

Feedback/Query
Respondents enquired on whether expenses for mediation and conciliation should be shared
between the parties

ONDC’s Response
ONDC accepts this proposal. However, arbitration expenses will be borne by the party at
fault, as determined by the arbitration proceedings.


