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Technology-Enhanced Dispute Resolution Services 
 

At REZOUD we refer to our services as Technology-enhanced Dispute Resolution 
(TeDR). TeDR is an evolution of the Alternative Dispute Resolution (ADR) industry, and 
uses technology to facilitate the resolution of disputes between parties. It primarily 
involves negotiation, mediation or arbitration, or a combination of all three. In this 
respect, it is often seen as being the online equivalent of ADR. However, TeDR can also 
be used to augment these traditional means of resolving disputes by applying innovative 
techniques and online technologies to the process. Our methodology is technology-
assisted, but not entirely online unless preferred by the customer or circumstances. 
 
Interview conducted by: Lynn Fosse, Senior Editor, CEOCFO Magazine 
 
CEOCFO: Mr. Puckett, what is the concept behind Rezoud? 
Mr. Puckett: Conceptually, we have sort of a monolithic, dispute resolution industry 
overall. We are helping people with disputes, whether it is court-based disputes or 
disputes outside the court. Our philosophy is sort of enjoining philosophy. The ADR, 
Alternative Dispute Resolution industry; historically conceived by non-lawyers, was built 

around mediation and arbitration but has changed in the last decade. Nowadays the 
legal community practitioners, lawyers and judges have almost taken over the mediation 
and arbitration business. Our vision is to build a bridge between the two and give them a 
technology platform. We see ourselves as a technology and process company. Our 

innovative methodology known as TeDR, Technology-enhanced, Dispute Resolution. Practicing attorneys will be able to 
use it as an additional revenue source. Traditional non-lawyer mediators will be able to involve themselves in the different 
stages of dispute resolution and provide a better service. 
 
CEOCFO: What do you understand at Rezoud about the dispute resolution process that perhaps others do not? 
Mr. Puckett: I think our differentiation is that there are a few technology players, whom I would consider competitors that 
are looking at it as purely a technology fix. But I believe there is an academic component. Furthermore there is a 
disconnect between non-lawyer practitioners and the lawyers. I like to think what we are bringing to the market 
encompasses a solution of processes and technology. TeDR brings together the academic component, the legal 
community component and the non legal, ADR component equally to better serve consumers. Lastly, and probably most 
importantly, it seems like most people have had the philosophy in this industry of “build it and they will come” similar to the 
80’s Costner movie of building a baseball stadium in the middle of nowhere. In the movie it did not happen and the same 
thing has happened in the Dispute Resolution Industry. What we are trying to do is take the message to the consumers 
and say that the legal process does not have to be so expensive, so non-inclusive and time consuming and there are 
simpler ways to resolve conflicts. 
 
CEOCFO: What are some of the more common cases where a dispute resolution is used and some 
circumstances that might be a little less common? 
Mr. Puckett: Common cases can be the obvious ones like divorce, commercial civil litigation of every type, contractual 
law and employment disputes, just about everything today (criminal aside) that is directed to the courts system. Then you 
have other tiers of dispute. You would probably start at the lowest part the food chain like small claims dispute, which has 
its own separate processes and limits the dollar amounts of the dispute. Example, in the state of Florida, we have a 5,000-
dollar limit on those. In all corporations, there are likely to be supply change disputes and employee disputes. There are 
also disputes between corporations and their customers, which, if not addressed quickly and in some cases quietly or 
confidentially, can really mushroom. With the traditional litigation approach, resolution can take two to three years on 
average, and can cause great harm to the corporate reputation. We think the mechanism of TeDR methodology, along 
with our Settle-Now platform for corporate dispute resolution, can really span from the smallest to all legal disputes, 
assuming the company does not want to take a traditional litigative approach but just wants to try and get the dispute 
resolved.  
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CEOCFO: Are there many or any companies that have similar offerings? Are you breaking ground with the 
process driven system? 
Mr. Puckett: It would be scary to go into business if you did not have competitors because I guess someone has to be the 
first person and we are not. There are about a half dozen players, but to pick one, there is a company called Modria, 
which is an outgrowth of the Online Dispute Resolution software model, first developed by Ebay and PayPal. They 
publicly claim that their software and processes, used on the Ebay network between buyers and sellers, resolve 60 million 
disputes a year. The second, almost unbelievable statistic is 80% of the disputes are resolved without any human 
intervention. You can imagine that such a claim would not be very popular if presented to a group of lawyers or non-
lawyer mediators. It is like saying we do not really need you because this software is going to replace you. But Ebay, in 
disputes between its buyers and sellers, is very unique. They are not the return counter at the home depot at the Wal-
Mart, but instead act as a neutral party when a buyer and seller have a dispute, frequently the buyer just wants to return 
his acquisition, so it can be simple. Ebay handles cars and boats and planes and other very expensive items, sometimes 
crossing states and jurisdictions. Therefore, there is a lesson to be learned by what Modria has done thus far, but I would 
say their platform is more eCommerce based, whereas ours is consumer based but also practitioner based. Rezoud 
brings together the industries that traditionally served these conflicts. We are giving them better processes and a cutting 
edge technology platform, so we are much more than an eCommerce, and pure software solution. 
 
CEOCFO: How does someone use your system? 
Mr. Puckett: It is pretty simple; SettleNow.com will be going live in or around June 1st this year. It took a little more than 
four years to design from theory to architecture to build. We have one of the most intuitive consumer user interfaces. It is 
obviously web based, browser based. It can run on a computer, a laptop, a pad or a smart phone. The consumers can 
come on and hear the litigative feed, meaning there is a lawsuit, or they are in the process of resolving a lawsuit. They opt 
into use Settle Now to try to assist in resolving it without further litigation or if consumers want to just come to Settle-Now 
directly, the user interface is so simple that they can do that. Another area that I hit on earlier in the differentiation, lawyers 
that are in a stalemate between their client and the opposing client could use it and there is an actual interface on the 
same homepage that allows lawyers to add their conflict to the process. At the end of the day, contrary to some opinions 
about the legal industry, everyone does want to serve their clients as well as possible and help their clients get disputes 
resolved. If Rezoud can become a recognized brand, platform and process to do so, then everybody wins. 

 
CEOCFO: How do you reach prospective users? 
Mr. Puckett: That is probably the 64,000 dollar question that we have pondered the most. I joke often about how 
someone says, “What is your model? What have you learned from it?” and I use Facebook. Facebook was designed 
originally as a dating website. Today’s Facebook is radically different. What have they done? They built a brand and that 
is the most time consuming. People ask if we are B2B, B2C and I say I think we are both. We surely have to be B2C, B2B 
and consumers have to see this as a preferred method. Our roll out plans are to test this in key markets and key verticals. 
I think that is also a differentiator for us. It is not just introducing technology. Technology has to come to life within 
verticals. For example, healthcare conflict is radically different to an Oil & Gas conflict and radically different to a divorce 
conflict. Building the brand is our primary objective in 2014 and 2015, which is probably going to result in collaborating 
with some key technology platform providers, such as some worldwide brand names we all know. 
 
CEOCFO: What has changed as you have worked on the product? What do you know now about the process and 
the technology that you did not realize at the beginning? 
Mr. Puckett: I have been in the technology business for 25 years and I no longer speak about this as Online Dispute 
Resolution, rather our new methodology - Technology enhanced Dispute Resolution. I draw a parallel to the CRM 
(Consumer Relationship Management Software). When the CRM term first came about, nobody knew about it, but it was 
software to help you manage your customers better. Twenty years later, we now know that it is the de facto standard. 
Therefore, we recognize from the beginning that this is going to follow a path not unlike the majority of new emerging 
technologies and I think very similar to the way Customer Relationship Management worked. We were able to manage 
our customers without CRM since the beginning of time, but CRM technology enabled us to manage them better and it 
empowered salesforce automation better. We have had conflicts, and in 99% of the contracts we sign in the country, there 
is usually a mediation or arbitration clause, but when a conflict arises, the corporation, the people in dispute do not know 

“The ADR, Alternative Dispute Resolution industry; historically conceived by non-lawyers, 
was built around mediation and arbitration but has changed in the last decade. Nowadays 
the legal community practitioners, lawyers and judges have almost taken over the mediation 
and arbitration business. Our vision is to build a bridge between the two and give them a 
technology platform. We see ourselves as a technology and process company. Our 
innovative methodology known as TeDR, Technology-enhanced, Dispute Resolution. 
Practicing attorneys will be able to use it as an additional revenue source.” - Dave Puckett 
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what to do and they just traditionally revert to the legal industry. Probably the single best lesson we have learned that we 
might not have known when we started is leveraging a methodology from a Harvard professor, John Cotter, who wrote a 
book called Leading Change. In this book, he defines eight stages of leading change, notably establishing a sense of 
urgency, creating a guide and creating a coalition. We cannot do this alone. We have an academic partnership, legal 
industry partnership and a corporate partnership developing a vision of strategy, communicating a change. This is a 
radical, societal change but in some ways, so was CRM. Employing broad based action across these multiple industries. 
Look for short-term wins. In a press release one of our competitors announced last month, the courts system in New York 
State has agreed to test their software for some specific type cases. Even though it is a competitor, it is also a short-term 
win for the technology. Consolidating gains, producing more change and anchoring these new approaches into our culture 
are the lessons that we have incorporated into our technology and processes over the last year.. 
 
CEOCFO: Aside from the fact that you are ready now, why is this a good time for the roll out? 
Mr. Puckett: Technology follows a standard technology adoption curve. The first phase is called innovation phase. In this 
case, the first books about Online Dispute Resolution were written in the early 2000s. We are in 2014, so you have a 12-
14 year innovation phase, which is highly unusual. Then you have an early adopter phase and that is where traditionally 
up to about 15% of potential customers are willing to go out on a limb and try out the new technology. Is now the right 
time? Modria and Ebay have set a path and there is an awareness of the value of this and awareness in the legal industry 
for it to change radically. They are looking for new models, new revenue streams and new ways to serve customers. 
Every industry has been affected by technology and the internet. The legal industry has been probably the least affected 
compared to most professions. We feel we are in the early adopter phase. The people that first brought CRM to the 
market were startup technology companies, little entrepreneurial organizations much like ours. We hope the time is ripe 
and we have done a substantial amount of research, but we think we are in the early stages of the early adopter phase. 
The next three years are going to be crucial to its acceptance. 
 
CEOCFO: Why pay attention to Rezoud? 
Mr. Puckett: Rezoud is a Creole word for resolve and that is what we see ourselves doing. Why should people pay 
attention today? I call it disruptive innovation. We have two major systems in this country that used to lead the world, our 
education system and our legal system. Our legal system used to be the model for all emerging countries but now we 
have lost that lead and we have also lost the lead in education. These two monolithic industries need to be changed. That 
is only going to be changed through disruptive innovation. We cannot be doing things as we have really the last two 
centuries. Society has changed, the internet has arrived and we need to change the way we serve clients. Our message 
is encompassing and inclusive and we know if we are going to bring about change, we have to get the legal industry to 
view us NOT as a replacement - like the words “Alternative Dispute Resolution” suggests. There was a line in the sand 
between the lawyers and the non-lawyer dispute resolution practitioners. Our primary goal is to demonstrate to the legal 
system this is a better alternative manner to serve their clients better and consider it an additional form of revenue. We 
think we have the best model to do that. 
 

 
BIO: David has been in the enterprise technology consulting industry for more than 25 years. He served as a consulting 
Practice Manager for KPMG/Bearing Point both domestically and internationally. His area of focus in the last decade has 
been technologies and processes to improve overall corporate IT performance including Cloud Computing. His most 
recent area of concentration is utilization of Technology-enhanced Dispute Resolution and Dispute System Design within 
the US Courts and Fortune 1000 companies. Prior to founding Rezoud in 2012, David founded three other technology-
consulting start-ups, two of which were later sold to public companies. Rezoud Corporation - a consulting, technology 
services and education company completely focused on the Technology-enhanced Dispute Resolution (TeDR) Industry 
and mass adoption of TeDR within the U.S. Fortune 500 community. David graduated from the University of Hawaii with a 
BS degree in Political Science and obtained his Master of Science degree in Conflict Resolution from Nova Southeastern 
University and is currently a doctoral candidate in the College of Education at the University of Florida. 
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Rezoud Corporation 

970 Lake Carillon Dr. Suite 300 
St. Petersburg, Florida 33716 

727.290.2585 
www.rezoud.com  


