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Abstract

This research focused on the problems and legal measures of consumer protection in
electronic commerce in Thailand in terms of business practices, consumer privacy and online
dispute resolutions. The purposes for the understanding of such research were: (i) to indicate
the problems that consumers usually encounter when they engage in online shopping
[Business to Consumer (B2C) and Consumer to Consumer (C2C) types only]; (ii) to examine
the existing legal measures applicable to online consumer protection in Thailand, the U.S.A,,
the European Union and Australia. The rethods used in this research consisted of legal
analysis, in-depth interviews with relevant stakeholder groups and a brainstorming seminar.

It was found that numerous consumers experienced similar problems when they
engage in online shopping, such as delays or non-deliveries, unauthorized uses of payment
cards, non-conforming goods or services, no right whatsoever to cancel an order, invasion of
consumer’s privacy and a lack of an efficient redress mechanism.

As to legal measures, Thailand, the U.S.A., the European Union and Australia have
adopted the 1996 UNCITRAL Model Law of Electronic Commerce and the 2001 UNCITRAL
Model Law on Electronic Signature to help validate electronic transactions. Nonetheless, these
laws have no provisions regarding consumer protection, but the law stipulates that the former
does not override any rules of law intended for the protection of the consumer. As a result, by
applying the existing consumer protection laws, only the consumer who deals in Business to
Consumer (B2C) transactions can get protection from those laws. On the other hand, the
consumer who deals under Consumer to Consumer (C2C) transactions cannot exercise his
rights under the law. Regarding the consumer’s privacy, the U.S.A., the European Union and
Australia have adopted the Data Protection and Spam Acts to handle privacy issues, whereas
Thailand is in the process of considering the Data Protection Bill, but has yet to take any action
considering an enactment of the Spam law. Moreover, consumer redress and dispute resolution
are the key elements for consumer protection. Most countries have laws for redress and
dispute resolutions via courts. However, online merchants in the U.S.A., the European Union
and Australia have begun to apply online d spute resolution instead of using litigation in courts

in order to provide their consumers with more convenience for redress.



