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1. BBBOnLine

General information about the service

Name of service:
BBBOnLine Online Privacy Program Dispute Resolution Process

Objective:
Provides for review of an eligible complaint by the Privacy Policy Review Service

Date of implementation:
February 11, 1999

Scope of the service
Geographic



Sector


Online Privacy 


Types of cases
Cases treating the misuse of information


Other


Entity hosting service:
BBBOnLine, Inc. – a subsidiary of the Council of Better Business Bureaus, Inc.

Service is financed through:
BBBOnLine

Type of service: 
Adjudication

Procedure 
Basis for procedure
Obligatory, after Claimant contacts BBBOnLine and submits a complaint concerning a misuse of personal information.

Contained in:
BBBOnLine.com web site

Means of initiation:
Internet

Means by which the procedure is carried out
Internet

Who can initiate the procedure?
Any user whose personal information was collected through a web site or an online service and used with a manner inconsistent with the site’s published online privacy policies 

Preconditions
The user must first try to resolve the complaint with the organization or individual s/he complained about and not to be successful.  The PPRS has to verify the identity of the Plaintiff.     

Describe the most important stages of the dispute procedure:
Step 1

Intake staff records basic information from the individual and determines whether the contact is a general question or a potential complaint and will then handle the matter accordingly.  First it is determined if the potential respondent is a seal participant or not, and if it is not, whether it has an acceptable dispute resolution program.  If it does have such a program, the individual will be referred to that program.  If it does not, the intake staff will proceed with processing of the complaint.

Step 2

If the respondent has not made an attempt to resolve the complaint with the organization s/he will be asked to try to resolve it.  After docketing a complaint as a case, PPRS shall forward the complaint to the respondent and request an answer.  The respondent has 15 business days after the receipt of the complaint to submit a substantial written answer.

Step 3

When the respondent submits a substantial written answer, PPRS will forward it to the complainant.  The complainant has 10 business days after the receipt of the answer to submit a written reply to the answer.  The reply is forwarded to the respondent, who has 10 business days to respond.

Step 4

PPRS shall formulate the judgment on the merits of the case in a statement of “findings, recommendations and conclusions” including any necessary corrective action and a time frame for such action.  It shall complete this statement within 15 business days oft its receipt of the last document.

Describe important timelines during the procedure
The respondent has 15 business days after the receipt of the complaint to submit a substantial written answer. The complainant has 10 business days after the receipt of the answer to submit a written reply to the answer.  PPRS has 15 business days since the receipt of the last document to formulate the judgement.

Is there any cost to the consumer?
--

Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
--


How is it ensured that the dispute handler is qualified?


--


Who appoints the dispute handler?
--


Is any degree of independence from the parties guaranteed, and if so how?
--


Can the dispute handler be challenged?
--


Can the dispute handler resign due to conflict of interest?
--

Are the proceedings confidential?
The PPRS will maintain a record of proceedings but it will be treated as confidential.

Is the dispute handler required to provide a written decision?
PPRS provides a copy of the judgment statement to the respondent.

Does the service provide a possibility to appeal? To whom can the appeal be made?


A seal participant may appeal a PPRS final decision by submitting to PRAB a letter requesting an appeal. 

Is resort to the courts excluded?
--

Is the outcome of the procedure intended to be binding?
Yes.

Is the outcome executable/enforceable and if so how?
Yes.  To the extent that it is binding it is also enforceable.

Are there consequences for non-compliance with the outcome?
In case of non-compliance, PPRS refers the case to the appropriate government agency

Can the procedure take place simultaneously with other procedures concerning the same conflict?
Unless both parties agree PPRS shall not consider a claim currently under litigation or subject of any other adjudicatory process. 

Are group actions possible?  If so, how? 
--

Comments:                                     
--

Contact info
Name
BBBOnLine


e-mail



URL
http://bbbonline.com


Telephone/fax
Tel: 888 679-3353

2. ClickNsettle

General information about the service

Name of service:
ClickNsettle

Objective:
ClickNsettle offers an online computer assisted method for settling disputes by giving its users the power to negotiate settlements with total confidentiality. 

Date of implementation:
June 1999

Scope of the service
Geographic
No geographical restrictions


Sector


Cases involving every area of law




Types of cases
All kinds of disputes


Other


Entity hosting service:
Clicknsettle.com, a wholly owned subsidiary of NAM, a national provider of arbitration and mediation services.

Service is financed through:
User fees

Type of service: 
Negotiation

Procedure 
Basis for procedure
Voluntary: A dispute becomes available for settlement through ClickNsettle when a user registers and submits a case on the ClickNsettle system. 

Contained in:
Clicknsettle.com web site

Means of initiation:
Internet

Means by which the procedure is carried out
Internet: Settlement offers or demands are posted to ClickNsettle’s web site using ordinary Internet access.

Who can initiate the procedure?
A dispute becomes available for settlement through ClickNsettle when a user registers and submits a case on the ClickNsettle system. 

Preconditions
In order to negotiate on Clicknsettle.com the user must have an approved account with Clicknsettle.com or provide credit card information.

Describe the most important stages of the dispute procedure:
Step 1

A user registers and submits a case to ClickNsettle and he and his adversary will have 60 days to negotiate. Each party can make an unlimited number of offers or demands. The settlement offers will be deemed to have expired if after 60 days no settlement has been reached.

Step 2

ClickNsettle will notify the opposing party by e-mail that an offer or demand has been entered by the submitting party. The opposing party will be invited to respond to the initial offer or demand.

Step 3

Each party can make an unlimited number of settlement offers or demands. Each time a party enters a new bid, the ClickNsettle system will immediately compare it to the last amount submitted by the opposing party. The case will settle at the midpoint between the bids whenever the claimant’s case demand is within 30% of the defendant’s offer. If a settlement is reached, Claimant agrees to furnish the Defendant with a release, stipulation of discontinuance and any other closing documents necessary to complete the settlement of this claim.  

If no settlement is reached in the ClickNsettle process, the parties have given up no negotiating leverage because the settlement offers are never revealed.

Settlement formula:

· If the demand is less than the last offer, the case will settle for the amount of the demand.

· If the demand is within 30% of the last offer, the case settles for the midpoint between the two amounts.

· If the demand is more than 30% higher than the last offer, the case will not settle and will remain active until the termination date.

Describe important timelines during the procedure
Only a negotiating period of 60 days. The service is open 24 hours a day, seven days a week. Information travels instantaneously. The process can be completed in a matter of hours.

Is there any cost to the consumer?
The submitting party shall pay $15.00 submission fee to enter the case into the system. For each offer or demand entered during the first 20 days, each party pays $10.00 per offer or demand. During the next 20 days of the negotiation period each party pays $15.00 per offer of demand and during the last 20 days $20.00 per offer or demand. 

Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
ClickNsettle provides an automated program that instantly matches offers with demands.


How is it ensured that the dispute handler is qualified?


--


Who appoints the dispute handler?
--


Is any degree of independence from the parties guaranteed, and if so how?
--


Can the dispute handler be challenged?
--


Can the dispute handler resign due to conflict of interest?
--

Are the proceedings confidential?
Offers and demands are completely confidential. 

Is the dispute handler required to provide a written decision?
When a settlement is reached both parties are notified by e-mail.

Does the service provide a possibility to appeal? To whom can the appeal be made?


--

Is resort to the courts excluded?
Any settlement reached by the parties shall constitute a bar to any further claim or cause of action relating to or arising out of the facts and circumstances of the subject case. The Claimant agrees to furnish the Defendant with a release and this prohibits him from suing the Defendant for the same dispute or controversy, unless the Defendant fails to pay funds. If no settlement is reached in the ClickNsettle process, both parties are free to continue with traditional litigation methods.

Is the outcome of the procedure intended to be binding?
The parties agree to be legally bound by any settlement reached through Clicknsettle.com.

Is the outcome executable/enforceable and if so how?
To the extent that the agreement is contractually binding it is also enforceable.

Are there consequences for non-compliance with the outcome?
The system does not prescribe any consequences for non-compliance with the settlement. General contract law prescribes consequences for breach of contract.

Can the procedure take place simultaneously with other procedures concerning the same conflict?
Yes. Any verdict, judgment or court order dismissing the claim being negotiated or determining liability and awarding damages which is rendered prior to a settlement reached during negotiations shall terminate all settlement offers and demands, and such settlement shall have no legal effect upon the parties.

Are group actions possible?  If so, how? 
?

Comments:                                     


Contact info
Name
ClickNsettle


e-mail
Info@clicknsettle.com


URL
Http://www.clicknsettle.com


Telephone/fax
Tel.877-ESETTLE Fax(516)829-4384

3. Cyberarbitration

General information about the service

Name of service:
Cyberarbitration

Objective:
Arbitration and dispute resolution online.

Scope of the service
Sector
Domain name disputes and disputes arising from online activity.

Entity hosting service:
Cyberarbitration

Type of service: 
Arbitration

Procedure 
Basis for procedure
Voluntary

Means of initiation:
Internet

Means by which the procedure is carried out
Internet

Describe the most important stages of the dispute procedure:
Cyberarbitration agreement.  Deposition of the opening costs.  Adoption of the Cyberarbitration procedures.  Appointment of a Cyberarbitrator.  Claims or counterclaims along with documents.  Framing of the contentious issues.  Leading of evidence by way of affidavits all online.  Personal hearing (if agreed by both parties).  Granting of Cyberaward.  Agreement over Cyberarbitration. 

Describe important timelines during the procedure
The system does not specify any important timelines.

Comments:                                     
The service is not very developed.

Contact info
Name
Cyberarbitration


URL
Http://www.cyberarbitration.com

4.  Cybercourt
General information about the service

Name of service:
Cybercourt.org

Objective:
Provides an online dispute resolution mechanism.

Date of implementation:
The service is in an experimental stage, currently looking for sponsors.

Scope of the service
Geographic



Sector


Disputes arising from online activity


Types of cases
Online banking, Teleservices, Insurances


Other


Entity hosting service:
Cybercourt.org owned by Gesellschaft für Computerrecht e. V.

Service is financed through:
Sponsors and user fees

Type of service: 
Mediation

Procedure 
Basis for procedure
Voluntary, one party submits a case concerning an online activity and the opposing party has to agree to resolve the dispute through Cybercourt

Contained in:
Cybercourt.org web site

Means of initiation:
Internet

Means by which the procedure is carried out
Internet, teleconferencing

Who can initiate the procedure?
Anyone who has a case concerning the online activity (the parties might chose to remain anonymous)

Preconditions
The submitting party has to send an e-mail to the Cybercourt with the description of the case.

Describe the most important stages of the dispute procedure:
Step 1

A party submits the case by sending an e-mail to the Cybercourt with the description of the case.  The Cybercourt sends a notification to the opposing party and asks for its participation in the dispute resolution.

Step 2

The Cybercourt judge opens the case and explains the procedure and rules to the participants.

Step 3

The parties present their points of view on the case, which are collected and summarized by the Mediator

Step 4

The parties present all the evidence relevant to the case and call their experts who voice opinions on the particular issues in the dispute.

Step 5

The two parties develop the possibilities of a solution.  It is supposed to be a win-win solution.  

Step 6

A solution is agreed upon and written down.

Describe important timelines during the procedure
--

Is there any cost to the consumer?
Party who initiated the process pays the Judge..  The cost is set within the normal acceptable wage of the Internet Hotlines.

Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
Judge and Mediator


How is it ensured that the dispute handler is qualified?


Judge has to be a lawyer specializing in the domain which is essential to the case.


Who appoints the dispute handler?
--


Is any degree of independence from the parties guaranteed, and if so how?
--


Can the dispute handler be challenged?
--


Can the dispute handler resign due to conflict of interest?
--

Are the proceedings confidential?
Yes, all the proceedings are confidential

Is the dispute handler required to provide a written decision?
Yes. 

Does the service provide a possibility to appeal? To whom can the appeal be made?


--

Is resort to the courts excluded?
No, since the Cybercourt has mainly an advisory role.

Is the outcome of the procedure intended to be binding?
The procedure will not be binding unless the parties agree otherwise.  The outcome will be binding only upon an agreement between the two parties.

Is the outcome executable/enforceable and if so how?
To the extent that an agreement is contractually binding it is also enforceable.

Are there consequences for non-compliance with the outcome?
The system does not prescribe any consequences for non-compliance with the outcome.

Can the procedure take place simultaneously with other procedures concerning the same conflict?
Yes, since the Cybercourt performs strictly an advisory role.

Are group actions possible?  If so, how? 
--

Comments:                                     
--

Contact info
Name
Cybercourt


e-mail
Mail@cybercourt.de


URL
http://www.cybercourt.org


Telephone/fax


5. Cybersettle
General information about the service

Name of service:
Cybersettle

Objective:
Cybersettle is an interactive service that provides confidential, automated, online dispute resolution for users. 



Date of implementation:
August 1998

Scope of the service
Geographic
No geographic restriction


Sector


Insurance claims


Types of cases



Other


Entity hosting service:
Cybersettle.com, Inc.

Service is financed through:
User fees

Type of service: 
Negotiation

Procedure 
Basis for procedure
Voluntary: A dispute becomes available for settlement through Cybersettle when a user registers and submits a claim on the Cybersettle system.

Contained in:
Cybersettle.com web site

Means of initiation:
Internet

Means by which the procedure is carried out
Internet: Settlement offers or demands are posted to Cybersettle’s web site using ordinary Internet access. The users are supplied with a Cybersettle case number, password and information package by fax or mail. 

Who can initiate the procedure?
Anyone who wishes to settle the dispute through Cybersettle.

Preconditions
A user has to register and submit the claim on the Cybersettle system.

Describe the most important stages of the dispute procedure:
Step 1

A user registers and enters three rounds of offers.  The claim will settle if the offer and demand are within a predetermined formula (within 30% or $5000 of the demand).  Cybersettle calculates the maximum settlement amount for each round prior to submission.  (Offers and demands are never revealed to the other side).

Step 2

Claim is submitted.  Cybersettle contacts the plaintiff’s attorney (e-mail, fax, phone, mail) notifying them that the claim is online and asking them to settle it.

Step 3

Plaintiff logs in and submits up to 3 rounds of demands. The offer and demand are only compared within a given round. For example, the sponsor's round 1 offer is compared only to the claimant's round 1 demand. When demand and offer are within the settlement formula, typically, 30% or $5000 of the claimant's demand, the claim immediately settles for the median amount. 



Describe important timelines during the procedure
The system does not specify any fixed timelines.

Is there any cost to the consumer?
Bodily Injury, Medical Malpractice and Worker’s Compensation Cases:

Under $5000                   -                $100

$5000-$10000                 -                $150

Over  $10000                  -                $200

Lien Cases:                 

$50

Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
Cybersettle provides an automated program, which matches the offers with the demands.


How is it ensured that the dispute handler is qualified?


--


Who appoints the dispute handler?
--


Is any degree of independence from the parties guaranteed, and if so how?
--


Can the dispute handler be challenged?
--


Can the dispute handler resign due to conflict of interest?
--

Are the proceedings confidential?
Cybersettle's database system is highly secure. Each case is password-protected to ensure privacy and prevent unauthorized access. No strategies, evaluations, or other work products are disclosed. Offers and demands are not revealed at any time to anyone and additionally they are encrypted with a 128-bit SSL encryption to insure confidentiality. 

Is the dispute handler required to provide a written decision?
When a settlement is reached both parties are notified.

Does the service provide a possibility to appeal? To whom can the appeal be made?


--

Is resort to the courts excluded?
If a settlement is not reached in three rounds the parties are free to negotiate independently to resolve the claim. Since no offer or demand is ever revealed to the opposing party, future negotiations are not affected. 



Is the outcome of the procedure intended to be binding?
--

Is the outcome executable/enforceable, and if so how?
--

Are there consequences for non-compliance with the outcome?
The system does not prescribe any consequences for non-compliance with the settlement.  General contract law prescribes consequences for breach of contract.

Can the procedure take place simultaneously with other procedures concerning the same conflict?
--

Are group actions possible?  If so, how? 
--

Comments:                                     
On February 29, 2000  Cybersettle.com announced its newly formed strategic alliance with insure.com, the Internet's leading consumer insurance information site

Contact info
Name
Cybersettle


e-mail
Support@cybersettle.com


URL
Http://www.cybersettle.com


Telephone/fax
Tel: 888-702-6300

6. Disputes.org/eResolution.ca

General information about the service

Name of service:
Disputes.org/eResolution.ca

Objective:
Disputes.org/eResolution.ca  is a dispute resolution provider for domain name disputes.

Date of implementation:
January 1, 2000

Scope of the service
Geographic
No geographical restrictions


Sector


Domain name disputes


Types of cases
Cases about domain names


Other
Only complaints that concern a .com, .org or .net domain name

Entity hosting service:
Disputes.org/eResolution.ca, accredited by ICANN.

Service is financed through:
User fees and sponsors

Type of service: 
Arbitration

Procedure 
Basis for procedure
A dispute becomes available for resolution through Disputes.org/eResolution.ca when a complainant initiates an administrative proceeding by submitting a complaint on the system. Pursuant to the agreement that was signed when the domain name holder registered the domain name, s/he must participate in the online arbitration.

Contained in:
Disputes.com/eResolution.ca web site

Means of initiation:
Internet

Means by which the procedure is carried out
Internet: complaint and response are posted to the web site using ordinary Internet access.

Who can initiate the procedure?
Anyone, as long as the complaint concerns a .com, .org or .net domain name.

Preconditions
--

Describe the most important stages of the dispute procedure:
Step 1

A person submits a complaint and provides the names and contact details of three candidates to serve as one of the panelists in case s/he chooses for a three-member panel.

Step 2

The provider shall forward the complaint to the respondent, who shall submit a response.  If respondent does not submit a response, the panel shall decide the dispute based upon the complaint.

Step 3

In case of a single-member panel the provider shall appoint the panelist from its list of panelists. In case of a three-member panel each party may provide the names of three candidates to serve as one of the panelists and the provider shall appoint the third panelist. The panel shall forward a decision within fourteen days of its appointment.

Describe important timelines during the procedure
Within 20 days of the date of commencement of the administrative proceeding the respondent shall submit a response to the provider. Within fourteen days of its appointment, the panel shall forward its decision.

A decision will be rendered in less than 60 days of the submission of the complaint.

Is there any cost to the consumer?
The complainant has to pay al the fees ranging from $ 750 to $ 3500 depending to panel composition and number of domain names in dispute. Only when complainant has chosen a single-member panel and respondent a three-member panel, the fees have shall be shared equally between the parties.

Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
An arbitration panel will decide on the domain name dispute.


How is it ensured that the dispute handler is qualified?


To be considered for the lists of panelist, composed by Disputes.org/eResolution.ca, one has to possess both expertise in the general principles of international trademark law, as well as depth of experience with the Internet and the nature of disputes that can arise in regard to domain names.


Who appoints the dispute handler?
In case of a single-member panel the provider will appoint the panelist. In case of a three-member panel, each party may provide the names of three candidates to serve as one of the panelists and the provider appoints the third panelist. 


Is any degree of independence from the parties guaranteed, and if so how?
Every panelist must demonstrate that he or she is impartial. The system does not prescribe how exactly.


Can the dispute handler be challenged?
Any panelist can be recused if there are circumstances, which raise serious doubts about his or her impartiality or independence.


Can the dispute handler resign due to conflict of interest?
If at any stage circumstances arise that could give rise to justifiable doubt as to the impartiality or independence of the panelist, that panelist shall promptly disclose such circumstances to the provider, who shall have the discretion to appoint a substitute panelist.

Are the proceedings confidential?
The information that a user enters on any Disputes.org/eResolution.ca form may be transmitted to the other parties involved in the conflict. The provider publishes the full decision on a publicly accessible web site.

Is the dispute handler required to provide a written decision?
The panel’s decision is always in writing.

Does the service provide a possibility to appeal? To whom can the appeal be made?


If a party disagrees with the decision of the panel it can submit the dispute to a court of competent jurisdiction.

Is resort to the courts excluded?
No. The mandatory administrative proceeding requirements shall not prevent parties from submitting the dispute to a court of competent jurisdiction for independent resolution before such administrative proceeding is commenced or after such proceeding is concluded.

Is the outcome of the procedure intended to be binding?
--

Is the outcome executable/enforceable, and if so how?
Disputes.org/eResolution.ca will notify ICANN and the registrar of the decision, who is responsible for enforcing the decision.

Are there consequences for non-compliance with the outcome?
--

Can the procedure take place simultaneously with other procedures concerning the same conflict?
In the event of any legal proceedings initiated prior to or during an administrative proceeding in respect of a domain-name dispute that is the subject of the complaint, the panel shall have the discretion to decide whether to suspend or terminate the administrative proceeding or to proceed to a decision.

Are group actions possible?  If so, how? 
--

Comments:                                     


Contact info
Name
Disputes.org/eResolution.ca


e-mail
Katsh@legal.umass.edu


URL
Www.disputes.org or www.eResolution.com


Telephone/fax
Tel.:413-545-5879 Fax: 603-676-5752

9. I-Courthouse

General information about the service

Name of service:
I-Courthouse

Objective:
I-Courthouse  provides users with access to on-line adjudication and dispute evaluation and resolution.

Date of implementation:


Scope of the service
Geographic
No geographical restrictions


Sector


All kinds of disputes


Types of cases



Other


Entity hosting service:
i-courthouse.com

Service is financed through:
User fees

Type of service: 
Arbitration

Procedure 
Basis for procedure
Voluntary: A dispute becomes available for settlement through I-Courthouse when a user registers and fills out the Plaintiff Claim.

Contained in:
i-courthouse.com web site

Means of initiation:
Internet

Means by which the procedure is carried out
Internet: the verdict is posted to I-Courthouse’s web site using ordinary Internet access.

Who can initiate the procedure?
Anyone, a dispute becomes available for settlement after the user has registered and filled out the Plaintiff Claim.

Preconditions
In order to settle through I-Courthouse.com the user must have an approved account with the I-Courthouse and accept the User Agreement and Rules.

Describe the most important stages of the dispute procedure:
Step 1

A user registers and submits a case to I-Courthouse.  He can chose to obtain settlement through the Peer Jury (which is open to public) or the Panel Jury (private).  Each registered plaintiff and defendant is issued a Trial Book upon registration.  Each party shall complete its Trial Book within 72 hours of registering.

Step 2

Defendants shall respond to an e-mail summons by registering as a defendant within 10 days. If a defendant fails to register within 10 days, jurors may render verdicts based solely on the plaintiff's trial book. 

Step 3

The parties can agree whether to count a majority, two thirds, or what proportion of the verdicts will constitute a decision. The trial book shows all the verdicts entered so far, juror comments, and a median verdict.

Jurors shall read and review the entire contents of each party's Trial Book before rendering a verdict and shall not award damages in excess of the damages requested by a plaintiff. Any verdict awarding excessive damages shall be null and void. 



Describe important timelines during the procedure
Cases are open until dismissed by the plaintiff, either because the parties agree that there has been a final verdict, or because the parties have settled the case. 



Is there any cost to the consumer?
Peer Jury is free of charge.  Panel Jury costs $200 per Panel, per Party.

Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
Peer Jury or Panel Jury depending on the option chosen.


How is it ensured that the dispute handler is qualified?


It is not.  Anyone who registers can serve on a jury, ask questions of the parties, and render a verdict. No lawyers or specialized knowledge is required. 




Who appoints the dispute handler?
In Peer Jury Case – anyone who registers can serve on jury.

In Panel Jury Case – the parties choose their jurors from the jury pool by desired demographics. The total number of jurors is limited. 




Is any degree of independence from the parties guaranteed, and if so how?
--


Can the dispute handler be challenged?
--


Can the dispute handler resign due to conflict of interest?
--

Are the proceedings confidential?
The user information is password-protected so that third parties cannot access the information. I-courthouse does not sell or rent particularized personal information.  I-courthouse cannot ensure or warrant the security of any information transmitted to use therefore it is done at the user’s own risk. I-Courthouse may disclose user information in special cases when this disclosure is necessary to identify, contact or bring legal action against someone who may be violating the User Agreement or may be causing injury to or interference with I-Courthouse's right or property or with those of anyone else. 



Is the dispute handler required to provide a written decision?
The Trial Book provides all the verdicts and the median verdict.

Does the service provide a possibility to appeal? To whom can the appeal be made?


--

Is resort to the courts excluded?
No unless the parties agree to be legally bound by the settlement reached through I-Courthouse.

Is the outcome of the procedure intended to be binding?
Results are enforceable by agreement between the parties.  The parties have to agree that the verdict rendered by the jury in the I-Courthouse case will be binding on them, and will be enforceable as a judgment in a court of appropriate jurisdiction." 



Is the outcome executable/enforceable, and if so how?
If the Parties agree to make the settlement binding, to the extent they also make it enforceable.

Are there consequences for non-compliance with the outcome?
The system does not prescribe any consequences for non-compliance with the settlement .  General contract law prescribes consequences for breach of contract.

Can the procedure take place simultaneously with other procedures concerning the same conflict?
--

Are group actions possible?  If so, how? 
--

Comments:                                     


Contact info
Name
I-courthouse


e-mail
Contact@I-courthouse.com


URL
http://www.i-courthouse.com


Telephone/fax
Tel: (925) 283-1681

10. InternetNeutral

General information about the service

Name of service:
InternetNeutral

Objective:
InternetNeutral offers mediation services to resolve disputes between Internet businesses and their customers or suppliers.

Date of implementation:
1997

Scope of the service
Geographic
No geographical restrictions


Sector


Disputes between Internet businesses and their customers or suppliers.


Types of cases
Disputes between Internet businesses and their customers or suppliers.


Other


Entity hosting service:
InternetNeutral

Service is financed through:
User fees

Type of service: 
Mediation

Procedure 
Basis for procedure
Voluntary: mediation is based upon an agreement between parties before or after a dispute arises. 

Contained in:
InternetNeutral.com web site

Means of initiation:
Internet

Means by which the procedure is carried out
Internet: claims and responses are posted to InternetNeutral’s web site using ordinary Internet access.

Who can initiate the procedure?
Internet businesses and their customers or suppliers.

Preconditions
The parties shall sign a mediation agreement prior to the initiation of mediation, which obliges them to abide by InternetNeutral’s rules of proceeding.

Describe the most important stages of the dispute procedure:
Step 1

A party can file a mediation demand or request.

Step 2

InternetNeutral invites the other party to participate in mediation. If the other party agrees, InternetNeutral proposes a mediator and supplies information to allow the parties to ascertain whether the proposed mediator has any financial or personal interest in the result of the mediation and is otherwise qualified. If parties agree so, the proposed mediator is appointed.

Step 3 
Mediation sessions ate scheduled and the mediator will assist the parties in settling their dispute.

Describe important timelines during the procedure
No fixed timelines.

Is there any cost to the consumer?
Claimant has to pay a $ 250 fee accompanying the demand and the responded a $ 250 accompanying the response. For online mediation by email only, the fees range from $ 1 to $ 6 per minute, depending on the amount in dispute. For online mediation other than by email, the fees are $ 125 per hour. These last fees assume provision of services between 7am and 7pm,local time of the mediator. Charges outside of these hours will be 50 % higher.

The fees and expenses shall be shared equally between the parties. 

Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
Mediator


How is it ensured that the dispute handler is qualified?


--


Who appoints the dispute handler?
The InternetNeutral appoints the mediator after having allowed the parties to ascertain whether the proposed mediator has any financial or personal interest in the result of the mediation and is otherwise qualified.


Is any degree of independence from the parties guaranteed, and if so how?
--


Can the dispute handler be challenged?
The parties may disagree with the mediator proposed by InternetNeutral.


Can the dispute handler resign due to conflict of interest?
If at any time the mediator is unable to conduct the process in an impartial manner, the mediator is obliged to withdraw.

A mediator shall disclose all actual and potential conflicts of interest and after that the mediator shall decline to mediate.

Are the proceedings confidential?
The mediator will not disclose confidential information supplied by a party to the other party without the first party’s consent. The entire mediation session is private and confidential. All information disclosed shall not be divulged to parties outside the mediation.

Is the dispute handler required to provide a written decision?
The mediator will assist the parties in reducing the settlement to a memorandum of settlement. The parties may choose to convert this memorandum into a more formal settlement agreement.

Does the service provide a possibility to appeal? To whom can the appeal be made?


--

Is resort to the courts excluded?
Mediation is non-binding. Parties can always go to court during or after the mediation proceedings.

Is the outcome of the procedure intended to be binding?
No. Mediation is non-binding. But parties may choose to make a settlement agreement, which binding effect depends on the contract law governing the agreement. 

Is the outcome executable/enforceable, and if so how?
To the extent that the agreement is contractually binding it is also enforceable.

Are there consequences for non-compliance with the outcome?
The system does not prescribe any consequences for non-compliance with the settlement. General contract law prescribes consequences for breach of contract in case the parties have decided to make a settlement agreement.

Can the procedure take place simultaneously with other procedures concerning the same conflict?
--

Are group actions possible?  If so, how? 
--

Comments:                                     
Mediation results in settlement 85% of the time.

Contact info
Name
InternetNeutral


e-mail
Mediator@internetneutral.com


URL
www.internetneutral.com


Telephone/fax


11. Iris Mediation

General information about the service

Name of service:
Iris Mediation 

Objective:
Iris Mediation offers mediation services for settling disputes, which arise from the online activity. 

Date of implementation:
October 4, 1997

Scope of the service
Geographic
? 


Sector


Conflicts arising from the online activity (between users, service providers, FAI, etc.)


Types of cases



Other


Entity hosting service:
IRIS (Imaginons un Réseau Internet Solidaire), IRIS-Mediation is supported by Mygale, InterPC, Freenet.

Service is financed through:
Sponsors

Type of service: 
Mediation

Procedure 
Basis for procedure
Voluntary:  A dispute becomes available for settlement through Iris Mediation when a user fills out a registration form and submits a case.

Contained in:
Iris Mediation web site

Means of initiation:
Internet

Means by which the procedure is carried out
Via Internet.

Who can initiate the procedure?
Anyone who has a claim or a concern arising from the online activity.

Preconditions
--

Describe the most important stages of the dispute procedure:
Step 1

The user has to fill out a registration form, which consists mainly on submitting a case for mediation.

Step 2

The Iris Mediators will attempt to contact the opposing party and if successful the mediation process will start.

Describe important timelines during the procedure
The system does not design any important timelines.

Is there any cost to the consumer?
No, the service is free.

Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
Mediator/Médiateur


How is it ensured that the dispute handler is qualified?


The mediators do not necessarily have mediation experience.  They mediate voluntarily and are not paid. 


Who appoints the dispute handler?
Iris Mediation appoints the dispute handler


Is any degree of independence from the parties guaranteed, and if so how?
--


Can the dispute handler be challenged?
--


Can the dispute handler resign due to conflict of interest?
--

Are the proceedings confidential?
--

Is the dispute handler required to provide a written decision?
--

Does the service provide a possibility to appeal? To whom can the appeal be made?


--

Is resort to the courts excluded?
Resort to courts is not excluded.

Is the outcome of the procedure intended to be binding?
The outcome is not binding.  The mediation has only an advisory value.

Is the outcome executable/enforceable, and if so how?
The system does not specify how the outcome could be enforceable.

Are there consequences for non-compliance with the outcome?
The system does not specify any consequences for non-compliance with the outcome.

Can the procedure take place simultaneously with other procedures concerning the same conflict?
Yes, the Iris-Mediation fulfills an advisory role. 

Are group actions possible?  If so, how? 
--

Comments:                                     
The site is written entirely in French.

Contact info
Name
Iris Mediation


e-mail
Mediation@iris.sgdg.org


URL
http://www.iris.sgdg.org/mediation/


Telephone/fax


12. KeyLaw.com

General information about the service

Name of service:
KeyLaw.com

Objective:
An online settlement tool for consumers and businesses

Date of implementation:
April 1, 2000

Scope of the service
Geographic



Sector





Types of cases
Small claims, collections and debt negotiations, uncollected judgements, insurance and personal injury claims.


Other


Entity hosting service:


Service is financed through:


Type of service: 


Procedure 
Basis for procedure


Contained in:


Means of initiation:


Means by which the procedure is carried out


Who can initiate the procedure?


Preconditions


Describe the most important stages of the dispute procedure:


Describe important timelines during the procedure


Is there any cost to the consumer?


Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?



How is it ensured that the dispute handler is qualified?





Who appoints the dispute handler?



Is any degree of independence from the parties guaranteed, and if so how?



Can the dispute handler be challenged?



Can the dispute handler resign due to conflict of interest?


Are the proceedings confidential?


Is the dispute handler required to provide a written decision?


Does the service provide a possibility to appeal? To whom can the appeal be made?




Is resort to the courts excluded?


Is the outcome of the procedure intended to be binding?


Is the outcome executable/enforceable, and if so how?


Are there consequences for non-compliance with the outcome?


Can the procedure take place simultaneously with other procedures concerning the same conflict?


Are group actions possible?  If so, how? 


Comments:                                     


Contact info
Name



e-mail



URL



Telephone/fax


13. Onlinemediators

General information about the service

Name of service:
Onlinemediators

Objective:
Onlinemediators offers an online mediation for settling disputes.

Date of implementation:
January 2000

Scope of the service
Geographic
No geographical restrictions


Sector


All kinds of disputes.


Types of cases
All kinds of cases.


Other


Entity hosting service:
Onlinemediators.com, sponsored by The Mediation Information & Resource Center (MIRC). 

Service is financed through:
User fees. 

Type of service: 
Mediation

Procedure 
Basis for procedure
Voluntary: A dispute becomes available for settlement through Onlinemediators when a user registers a disagreement by completing a confidential information form. Online mediators will contact the other participant(s) and seek to obtain their agreement to online mediation. 

Contained in:
Onlinemediators.com web site

Means of initiation:
Internet

Means by which the procedure is carried out
Internet: a mediator is assigned, who will contact each party and assists participants to reach agreement using ordinary Internet access.

Who can initiate the procedure?
A dispute becomes available for settlement through Onlinemediators when a user registers a disagreement by completing a confidential information form. 

Preconditions
--

Describe the most important stages of the dispute procedure:
Step 1

A user registers a disagreement by completing an information form. This form is only seen by the participant and by the assigned mediator.

Step 2

Online mediators will contact the other participant and seek to obtain their agreement to online mediation.

Step 3

 If all participants agree to online mediation a mediator is assigned and will contact the parties to assist them to reach agreement. When parties reach agreement, an agreement form will be completed. The parties complete the mediation process by completing a short evaluation form with regard to responsiveness, courtesy and effectiveness.

Describe important timelines during the procedure
No fixed timelines. The mediator will check and respond to online mediation email daily during the workweek.

Is there any cost to the consumer?
If both parties agree to mediation, they pay fees based on the amount in dispute. 

· Disputes under $2000: a $37.50/hour mediation fee is charged to each party for up to two hours of mediation services. Beyond this, any fees are negotiated between parties and mediators.

· Disputes from $2000-$10.000: a $ 50.00/hour mediation fee is charged to each party for up to six hours of mediation services. Beyond this, any fees are negotiated between parties and mediators.

· Disputes from $10.000-$50.000: a $ 75.00/hour mediation fee is charged to each party for up to two hours of mediation services. Beyond this, fees are $62.50/hour from each party.

· Disputes above $50.000: a $100.00/hour fee is charged to each party, for up to two hours of mediation services. Beyond this, fees are $75.00/hour from each party.



Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
When both parties agree to mediation, a mediator will be assigned who will assist the parties to reach agreement.


How is it ensured that the dispute handler is qualified?


All of the mediators of Onlinemediators have at least 30 hours of mediation skills training, at least two years of mediation experience and at least 10 face-to-face mediations. In disputes above $2000 the mediators will have at least 100 hours of mediation skills training, and completed at least 50 face-to-face mediations.


Who appoints the dispute handler?
The system does not describe clearly who appoints the mediator. A case manager assigns the mediator. On the Onlinemediators web site a list of mediators can be found.


Is any degree of independence from the parties guaranteed, and if so how?
--


Can the dispute handler be challenged?
If a party is dissatisfied with the impartiality or neutrality of the mediator, it can ask that the mediator to withdraw and seek agreement with the other parties to accept another mediator.


Can the dispute handler resign due to conflict of interest?
Parties and mediators can opt out of mediation at any time for any reason or no reason.

Are the proceedings confidential?
Online mediators are required to operate within the boundaries of the Model Standards of Practice for Mediators of the ABA,SPIDR and AAA. Under these standards, confidentiality is taken very seriously. Mediators will not share information designed as confidential with the other party. Unless waived, no mediation communications may be utilized in any contested action between parties. Onlinemediators does not review nor retain communications between the mediator and parties. 

Is the dispute handler required to provide a written decision?
When parties reach agreement through Onlinemediators, an agreement form will be completed.

Does the service provide a possibility to appeal? To whom can the appeal be made?


--

Is resort to the courts excluded?
.--

Is the outcome of the procedure intended to be binding?
Any and all participation in mediation is voluntary and all decision-making power resides with the participants. As part of completing the agreement form, which is completed after agreement has been reached, parties will determine whether they intend for their agreement to be legally enforceable or not.  The outcome is a possible agreement, which binding effect depends on the contact law governing the agreement.

Is the outcome executable/enforceable, and if so how?
As part of completing the agreement form, which is completed after agreement has been reached, parties will determine whether they intend for their agreement to be legally enforceable or not

Are there consequences for non-compliance with the outcome?
The system does not prescribe any consequences for non-compliance with the settlement. General contract law prescribes consequences for breach of contract.

Can the procedure take place simultaneously with other procedures concerning the same conflict?
--

Are group actions possible?  If so, how? 
--

Comments:                                     
--

Contact info
Name
Onlinemediators


e-mail
Support@onlinemediators.com


URL
Http://www.onlinemediators.com/partners.htm


Telephone/fax
--

14. Online Ombuds Office

General information about the service

Name of service:
Online Ombuds Office

Objective:
Online Ombuds Office offers an online mediation service for settling disputes.

Date of implementation:
June 1996

Scope of the service
Geographic
No geographical restrictions


Sector


Mainly disputes arising from online activity, but any kind of dispute may be settled.


Types of cases
Mainly disputes arising from online activity, but any kind of dispute may be settled.


Other


Entity hosting service:
Online Ombuds Office, the dispute resolution arm of the Center for Information Technology and Dispute Resolution

Service is financed through:
--

Type of service: 
Mediation

Procedure 
Basis for procedure
Voluntary: A dispute becomes available for settlement through Online Ombuds Office when a user registers a dispute on the Online Ombuds Office system. 

Contained in:
Online Ombuds Office web site

Means of initiation:
Internet

Means by which the procedure is carried out
Internet and e-mail: contact between parties and mediators runs through e-mail.

Who can initiate the procedure?
Anyone who wishes to settle his dispute through Online Ombuds Office mediation service.

Preconditions
Assent to the user agreement of Online Ombuds Office

Describe the most important stages of the dispute procedure:
Step 1

A party to a dispute asks the Online Ombuds Office to take steps to facilitate agreement by the parties involved.

Step 2

If both parties are cooperating in using Online Ombuds Office, an ombudsperson will be assigned, who contacts parties via e-mail.

Step 3

Both parties give information about the dispute and the ombudsperson will assist them in reaching a settlement.

Describe important timelines during the procedure
No fixed timelines.

Is there any cost to the consumer?
 No fees have to be paid.

Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
Ombudsperson or mediator.


How is it ensured that the dispute handler is qualified?


The Online Ombuds Office will provide the mediator. According to the user agreement, the Online Ombuds Office should provide trained, experienced mediators.


Who appoints the dispute handler?
Online Ombuds Office provides the mediator. The system does not describe who appoints the mediator.


Is any degree of independence from the parties guaranteed, and if so how?
--


Can the dispute handler be challenged?
--


Can the dispute handler resign due to conflict of interest?
--

Are the proceedings confidential?
Online Ombuds Office will make every effort to keep communications between ombudsperson and disputant confidential.

Is the dispute handler required to provide a written decision?
By agreement of the parties a settlement agreement document may be drafted as part of the conclusion of mediation.

Does the service provide a possibility to appeal? To whom can the appeal be made?


--

Is resort to the courts excluded?
--

Is the outcome of the procedure intended to be binding?
The ombudsperson does not make final decisions. The outcome of the mediation is a possible settlement agreement, which binding effect depends on the agreements terms made by the parties.

Is the outcome executable/enforceable, and if so how?
To the extent that the agreement is contractually binding it is also enforceable.

Are there consequences for non-compliance with the outcome?
The system does not prescribe any consequences for non-compliance with the settlement. General contract law prescribes consequences for breach of contract.

Can the procedure take place simultaneously with other procedures concerning the same conflict?
--

Are group actions possible?  If so, how? 
--

Comments:                                     
--

Contact info
Name
Online Ombuds Office


e-mail
--


URL
Http://128.119.199.27/center/ombuds


Telephone/fax
--

15. Resolution Forum

General information about the service

Name of service:
Resolution Forum 

Objective:
It provides a conferencing system, tailored for Mediation/Arbitration process. 

Date of implementation:
--

Scope of the service
Geographic
No geographic restrictions


Sector





Types of cases
Business-related disputes.




Other


Entity hosting service:
Resolution Forum, Inc., in close association with the Center for Legal Responsibility at South Texas College of Law.

Service is financed through:


Type of service: 
Mediation/Arbitration

Procedure 
Basis for procedure
Voluntary.

Contained in:
Internet

Means of initiation:
--

Means by which the procedure is carried out
--

Who can initiate the procedure?
--

Preconditions
--

Describe the most important stages of the dispute procedure:
Step 1

Each participant logs into the Conference Room by entering their name (and optionally their e-mail address).  A list identifying all parties in a conference room appears on each participant’s screen stating the time they entered/left, and their name is automatically removed/added to the list of participants.

Step 2

Each participant may send messages, which will appear on the screen of all parties.  Participants on one side of a dispute, who are located in diverse locations, may communicate privately during an on-line session.  This allows them to discuss responses before they are transmitted to all participants.  They are allowed to communicate with the mediator in a similar fashion.

The mediator has special functions in the conference.  He might remove a party from the conference room.

Describe important timelines during the procedure
--

Is there any cost to the consumer?
--

Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
Mediator/Arbitrator


How is it ensured that the dispute handler is qualified?


--


Who appoints the dispute handler?
--


Is any degree of independence from the parties guaranteed, and if so how?
--


Can the dispute handler be challenged?
--


Can the dispute handler resign due to conflict of interest?
--

Are the proceedings confidential?
Confidentiality is assured by password-protected access to the Conferencing System. When members request time on the Conferencing System, the Resolution Forum Program Administrator gives a Username and Password to the participating parties. The Username/Password has a limited lifetime beyond which it will no longer allow access to the Conferencing System.



Is the dispute handler required to provide a written decision?
Resolution Forum may maintain a permanent record of the proceedings if the parties desire.

Does the service provide a possibility to appeal? To whom can the appeal be made?


--

Is resort to the courts excluded?
--

Is the outcome of the procedure intended to be binding?
--

Is the outcome executable/enforceable, and if so how?
--

Are there consequences for non-compliance with the outcome?
--

Can the procedure take place simultaneously with other procedures concerning the same conflict?
--

Are group actions possible?  If so, how? 
--

Comments:                                     
Resolution Forum, Inc. is engaged in a cooperative effort with the State Bar of Texas Corporate Counsel Section and the State Bar of Texas ADR Section.  It also works cooperatively with other non-profit ADR-related organizations and institutions, including Texas Accountants and Lawyers for the Arts, Harris County Dispute Resolution Centers, Harris County Department of Education, and Texas Empowerment Network, Inc.



Contact info
Name
Resolution Forum


e-mail
Info@resolutionforum.org


URL
http://www.resolutionforum.org


Telephone/fax
Tel: 713-651-8025, Fax: 713-651-3980

17. Settlementnow.com

General information about the service

Name of service:
Settlementnow.com

Objective:
Settlementnow.com offers an online computer assisted method for settling insurance claims.

Date of implementation:


Scope of the service
Geographic
No geographical restrictions


Sector


Insurance claims


Types of cases



Other


Entity hosting service:
Settlementnow.com, LLC

Service is financed through:
User fees

Type of service: 
Negotiation

Procedure 
Basis for procedure
Voluntary: A claim becomes available for settlement through Settlementnow.com when a user registers and submits the claim on the Settlementnow.com system.

Contained in:
Settlementnow.com web site

Means of initiation:
Internet

Means by which the procedure is carried out
Internet: Settlement offers and demands are posted to Settlementnow.com using ordinary Internet access.

Who can initiate the procedure?
Any user can initiate the online settlement process by logging on to the web site as a “new user” with the claim number and some personal information for authentication

Preconditions
In order to negotiate with Settlementnow.com the user must register and both sides have to agree to negotiate.

Describe the most important stages of the dispute procedure:
Step 1

The Claimant sets up an account with Settlementnow.com’s web site and inputs all of the necessary information, including the amount of the demand. Settlementnow.com will then advise the Claims Adjuster that the claim has been brought to the on-line forum and is available for settlement.  At that time, the Claims Adjuster may enter his offer. Settlementnow.com will then advise the Claimant that it is his turn to enter a demand amount.  Claimants and Claims Adjusters have an unlimited amount of time to make as many demands and offers as needed. 

Step 2
Settlementnow.com’s database compares each demand against each offer and notifies the online parties via e-mail if settlement has been reached and both parties will be given instructions on how to proceed. 

If an offer and a demand are within 1/3 of one another, the claim will be settled for the median amount. Once a demand is entered, Claimants will be notified of the lowest possible settlement amount before finalizing their demand. Once an offer is entered, Claims adjusters will be notified of the highest possible settlement amount before finalizing their offer. If the offer and demand differ by more than 1/3, the claim will not settle.  If the settlement offer is the same or greater than the Claimant’s demand, the claim is settled for the demand amount.



Describe important timelines during the procedure
The system does not specify any important timelines.

Is there any cost to the consumer?
No, there is a flat fee of $219.00 to the insurance company.


Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
Settlementnow.com provides an automated program.


How is it ensured that the dispute handler is qualified?


--


Who appoints the dispute handler?
--


Is any degree of independence from the parties guaranteed, and if so how?
--


Can the dispute handler be challenged?
--


Can the dispute handler resign due to conflict of interest?
--

Are the proceedings confidential?
The amounts of demands and offers are never revealed to the other party

Personal information submitted to Settlementnow.com is solely for the purposes of authenticating the user, and is never passed on for inappropriate or unauthorized use. 


Is the dispute handler required to provide a written decision?
Once settlement has been achieved, both parties receive an on-line notification as well as an e-mail confirmation. 

Does the service provide a possibility to appeal? To whom can the appeal be made?


--



Is resort to the courts excluded?
Any online settlement reached will be full and final such that the claimant and/or the claimant’s attorney will be forever barred from bringing any other claim arising from the same facts from which the settled claim arose.



Is the outcome of the procedure intended to be binding?
Users agree to be legally bound by all provisions and understand that this use agreement constitutes a valid legal contract. Users warrant that they are legally empowered and authorized to legally bind themselves or those whose legal interests they represent to the conditions of this contract and to any settlement, which results. Any online settlement reached between the parties to this agreement shall be legally binding on the parties.

Is the outcome executable/enforceable, and if so how?
To the extent that the agreement is binding, it is also enforceable.

Are there consequences for non-compliance with the outcome?
The system does not prescribe any consequences for non-compliance with the outcome.  The general contract law prescribes consequences for breach of contract.

Can the procedure take place simultaneously with other procedures concerning the same conflict?
--

Are group actions possible?  If so, how? 
--

Comments:                                     
--

Contact info
Name
Settlementnow.com


e-mail
Customercare@settlementnow.com


URL
Http://www.Settlementnow.com


Telephone/fax
Tel: (877)USETTLE-(877)873-8853 

18. Settleonline

General information about the service

Name of service:
Settleonline

Objective:
Settleonline offers an online computer assisted method for settling disputes by giving its users the power to negotiate with total confidentiality.

Date of implementation:
--

Scope of the service
Geographic
No geographical restrictions


Sector


Civil disputes


Types of cases
All kinds of civil cases


Other


Entity hosting service:
Settleonline, an ADR service provided by Resolute Systems Inc.

Service is financed through:
User fees

Type of service: 
Negotiation

Procedure 
Basis for procedure
Voluntary: A claim becomes available for settlement through Settleonline when a user initiates the claim on the Settleonline system.

Contained in:
SettleOnline.com web site

Means of initiation:
Internet

Means by which the procedure is carried out
Internet: Claims, offers and demands are posted to SettleOnline’s web site using ordinary Internet access.

Who can initiate the procedure?
Everyone

Preconditions
Users must first have a valid, active account or credit card information on file with Settleonline.

Describe the most important stages of the dispute procedure:
Step 1

The filing party must become a registered user by applying for an account. It will be asked to enter information about the case and three offers or demands.

Step 2

The opposing party is contacted and asked to participate. Once the party agrees, it is given up to five attempts.

Step 3

The first round will compare to the first round entered by the filing party, the second to the second and the third to the third. The fourth and fifth rounds of the opposing party will be compared to the third round entered by the filing party.

If a settlement is reached automatic email messages are generated to both parties.

If no settlement is reached in the Settleonline process, both parties are notified. Because the settlement offers and demands are never revealed, either side can easily select other ADR procedures.

Settlement criteria:

· If the demand is less than or equal to the offer, the case settles for the demand amount.

· The maximum settlement amount on the first and second offer is the offer plus 10% and will settle for the average of the offer plus the demand .

· The minimum settlement amount on the first and second demand is the demand minus 8 1/3% and will settle for the average of the offer plus the demand.

Describe important timelines during the procedure
The service is open 24 hours a day, seven days a week. The opposing party must enter all five offers or demands within 90 days of the date on which the filing party submitted the case to Settleonline.

Is there any cost to the consumer?
Filing a case is free. When the opposing party agrees to participate, a $50 agreement fee is charge to the filing party. If the case settles for $10 000 or less, each party will pay a settlement fee of $75. If the case settles for more than $10 000, each party will pay a settlement fee of $200.

Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
Settleonline provides an automated program that instantly matches offers with demands, and can determine the success or failure of a settlement using a variety of formulas.


How is it ensured that the dispute handler is qualified?


--


Who appoints the dispute handler?
--


Is any degree of independence from the parties guaranteed, and if so how?
--


Can the dispute handler be challenged?
--


Can the dispute handler resign due to conflict of interest?
--

Are the proceedings confidential?
Offers and demands are completely confidential. When settlement occurs, only the settlement amount is revealed. Parties receive a password and Username and Settleonline encrypts all data.

Is the dispute handler required to provide a written decision?
When a settlement is reached both parties are notified by email. It is the responsibility of the plaintiff to file the closing papers.

Does the service provide a possibility to appeal? To whom can the appeal be made?


--

Is resort to the courts excluded?
Any settlement reached through Settleonline may be entered in any federal or state court having jurisdiction over the case.

Is the outcome of the procedure intended to be binding?
The outcome is a possible settlement agreement, which binding effect depends on the contract law governing the agreement. A settlement reached is not res judicata nor will it have collateral estoppel or similar effect as to the issues.

Is the outcome executable/enforceable, and if so how?
To the extent that the agreement is contractually binding it is also enforceable.

Are there consequences for non-compliance with the outcome?
The system does not prescribe any consequences for non-compliance with the settlement. General contract law prescribes consequences for breach of contract.

Can the procedure take place simultaneously with other procedures concerning the same conflict?
Upon a settlement in connection with Settleonline, the parties will take all actions and execute all documents necessary to discontinue any pending court or arbitration proceedings.

Are group actions possible?  If so, how? 
--

Comments:                                     


Contact info
Name
Settleonline


e-mail
SettleOnline@ResoluteSystems.com


URL
www.SettleOnline.com


Telephone/fax
1-800-776-6060 ext. 163/178

19. Squaretrade

General information about the service

Name of service:
Squaretrade 

Objective:
Provide mediation  in the e-commerce transaction disputes.

Date of implementation:
Fall 1999

Scope of the service
Geographic
No geographic restrictions


Sector


E-commerce cases


Types of cases
Transaction (buying and selling disputes).


Other
Disputes concerning only eBay transactions, worth at least $100 and have occurred in the previous month.

Entity hosting service:
Squaretrade 

Service is financed through:
Sponsors (eBay?)

Type of service: 
Mediation

Procedure 
Basis for procedure
Voluntary: A dispute becomes available for settlement through Squaretrade when a user registers and submits the case on the Squaretrade system.

Contained in:
Transecure.com web site

Means of initiation:
Internet

Means by which the procedure is carried out
Through ordinary Internet access.

Who can initiate the procedure?
Any eBay buyer or seller can file a complaint about any eBay transaction.

Preconditions
A user has to fill out and submit an electronic form.

Describe the most important stages of the dispute procedure:
Step 1
A buyer or seller files a complaint by filling out a simple electronic form that helps identify what happened and possible resolutions.
Step 2
The other party is notified of the dispute by email, and responds. The complaint and response appear on a secure area on the Squaretrade site that both parties can access. Once both parties are aware of the dispute, they can try to solve the problem themselves, using SquareTrade's technology and processes to guide them. If the parties can't reach an agreement, the case continues to Step 3.
Step 3
A Squaretrade Mediator guides both parties through the process, communicating to understand each point of view and develop a fair, agreeable resolution.
Step 4
If the two parties reach agreement, then the matter is resolved and an Agreement Contract is formed.
If the parties can't reach an agreement, the Mediator may recommend a resolution if the parties want one. The resolution and the reasoning behind it are communicated to both parties.


Describe important timelines during the procedure
Typically the dispute resolution lasts for 7 days.

Is there any cost to the consumer?
The system does not mention any costs to the consumer.

Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
Squaretrade Mediator


How is it ensured that the dispute handler is qualified?


All of the Squaretrade Mediators have the formal training and experience in mediation in the off-line world.  They receive training in online dispute resolution and are experts in SquareTrade’s case management process. 


Who appoints the dispute handler?
Squaretrade Mediators provide the dispute handler, however, the system does not specify who appoints the mediator.


Is any degree of independence from the parties guaranteed, and if so how?
Squaretrade Mediators are supposed to be independent and impartial.  Neither Squaretrade, nor Mediators ever profit from any particular decision.


Can the dispute handler be challenged?
--


Can the dispute handler resign due to conflict of interest?
--

Are the proceedings confidential?
Squaretrade uses industry standard efforts to safeguard the confidentiality of the personal identifiable information, such as encryption and Secure Socket Layers. Squaretrade has security measures in place to protect the loss, misuse, or alteration of any information under our control. However, "perfect security" does not exist on the Internet. 

Is the dispute handler required to provide a written decision?
--

Does the service provide a possibility to appeal? To whom can the appeal be made?


--

Is resort to the courts excluded?
When the parties engage in the Squaretrade process, they retain all rights to pursue recourse through traditional methods.

Is the outcome of the procedure intended to be binding?
Unless agreed upon, the mediation is not binding.

Is the outcome executable/enforceable, and if so how?
To the extent that an eventual agreement is contractually binding it is also enforceable.

Are there consequences for non-compliance with the outcome?
The system does not prescribe any consequences for non-compliance with the outcome.

Can the procedure take place simultaneously with other procedures concerning the same conflict?
--

Are group actions possible?  If so, how? 
--

Comments:                                     


Contact info
Name
Squaretrade


e-mail



URL
http://www.transecure.com or http://squaretrade.com


Telephone/fax


20. National Arbitration Forum

General information about the service

Name of service:
National Arbitration Forum

Objective:
National Arbitration Forum offers arbitration, mediation and dispute resolution for domain names.

 The arbitration offers a justice system where claims are promptly resolved under the law by trained, unbiased judges.

The dispute resolution for domain names-service offers the resolution of disputes arising out of the abusive registration and use of an Internet domain name.

The mediation service offers assistance by an independent, neutral third party to negotiate a settlement of a dispute between two parties. 

Date of implementation:
1986

Scope of the service
Geographic
No geographical restrictions


Sector


Arbitration:

Most any dispute can be arbitrated if the parties agree to it. But regularly arbitration is used to resolve civil disputes.

Dispute resolution:

Claims arising from abusive registration and use of an Internet domain name.

Mediation:

All kinds of disputes.


Types of cases
Arbitration:

Civil cases

Dispute resolution: 

Claims arising from abusive registration and use of an Internet domain name.

Mediation:

All types of cases.


Other
--

Entity hosting service:
The National Arbitration Forum, Inc.

The Forum’s domain name dispute resolution services give effect to the Uniform Domain Name Dispute Resolution Policy, adopted by the Internet Corporation for Assigned Names and Numbers (ICANN) and the Rules for Uniform Domain Name Dispute Resolution Policy. These services are not governed by the Forum’s code of procedure. 

Service is financed through:
User fees

Type of service: 
Arbitration, dispute resolution and mediation.

Procedure 
Basis for procedure
Arbitration:

Voluntary: A claim becomes available for arbitration through National Arbitration Forum when a party files with the Forum.

Dispute resolution:

Voluntary: A complaint becomes available for resolution through the Forum when a party files the complaint with the Forum.

Mediation:

Voluntary: to begin mediation a party must submit a request to the Forum or both parties must have agreed on mediation in advance. 

Sometimes mediation is initiated upon an order of a court, referring the matter for mediation.

Contained in:
Arbforum.com web site

Means of initiation:
Arbitration:

Filing  a completed copy of the initial claim documents at an office of the Forum.

Dispute resolution:

Internet

Mediation:

Internet

Means by which the procedure is carried out
Arbitration:

Postal mail: Claims and responses shall be by mail to the address of all parties. Claims arising from transactions in electronic commerce may be served by e-mail.

Dispute resolution:

Internet: complaints and responses are posted to the National Arbitration Forum’s web site using ordinary Internet access.

Mediation:

Postal mail: requests, agreements and mediation information are submitted to the post address of the Forum. 

Who can initiate the procedure?
Anyone. 

Preconditions
--

Describe the most important stages of the dispute procedure:
Step 1

Arbitration:

A party begins arbitration by filing with the Forum a completed initial claim document. The claimant shall serve the respondent with a copy of this document.

Dispute resolution:

A complaint becomes available for dispute resolution through the Forum when a party sends its complaint to the web site.

Mediation:

The mediation procedure is initiated upon receipt by the Forum of a request or agreement on mediation. If there was no agreement, the Forum will contact the non-requesting parties and solicit their agreement to mediation.  

Step 2

Arbitration:

A party may request a document hearing. An arbitrator is selected and a hearing is scheduled.

Dispute resolution:

The Forum publishes a publicly available list of panelists and their qualifications to which any party will be directed on the Forum’s web site.

Mediation:

Both parties have to provide the Forum with information for the procedure and a scheduling calendar.  

Step 3

Arbitration: 

The arbitrator conducts the hearing and promptly issues an award.

Dispute resolution:

The panel conducts a hearing and decides on the dispute.

Mediation:

The forum will appoint a mediator agreed to by the parties. The mediator will promote and facilitate voluntary resolution of the issues. If the case is not settled, the case shall proceed in accord with the agreement of the parties, applicable law, court order, or otherwise.

Describe important timelines during the procedure
Arbitration:

The claimant shall serve the respondent with the initial claim document within 90 days of the filing date. An arbitrator shall render an award within 20 days after the date of the close of the hearing.

Dispute resolution:

The respondent  must submit a response within 20 days from the day he has been notified that an administrative proceeding has been commenced against him. The panel will have 14 days from the date of its appointment to issue a decision.

Mediation:-- 

Is there any cost to the consumer?
Arbitration:

Claimant must pay fees for filing a claim, ranging from $ 49 to $ 6 625 depending on the amount in dispute. For a document hearing no fees are asked. The party requesting for a telephone hearing of a participatory hearing shall pay administrative fees, ranging from $50 to $ 1 000 depending on the amount in dispute.

An indigent party, who is an individual and not a business or other entity, may request a waiver of fees.

Dispute resolution:

 The fees that the complainant has to pay for document hearings range from $ 750 to $ 3 750 depending on the number of disputed domain names and whether the panel consists of one or three arbitrators.

Mediation: 

Fees are equally divided by the parties, unless otherwise agreed. Mediation fees are charged hourly for sessions and preparation time and range from $ 150 to $ 250.

Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
Arbitration:

An arbitrator will handle the dispute.

Dispute resolution:

A panel of arbitrators will resolve the dispute.

Mediation: 

A mediator will assist parties to reach a settlement.


How is it ensured that the dispute handler is qualified?


Arbitration and dispute resolution:

All arbitrators of National Arbitration Forum are former judges, litigators, and law professors. Each arbitrator has more than 15 years legal experience and has arbitrated commercial, financial and business disputes. They are qualified under local rules in their community and jurisdiction. 

Mediation:-- 


Who appoints the dispute handler?
Arbitration:

The parties are allowed to jointly select the arbitrator or they can agree that the director of the National Arbitration Forum will select the arbitrator to conduct hearings.

Dispute resolution:

In case of a single-member panel the Forum appoints the arbitrator. In case of a three-member panel the forum will appoint two arbitrators and sends a list of five candidates for the presiding panelist. The parties may appoint the presiding panelist.

Mediation:

The Forum appoints a mediator agreed to by the parties or, in absence of such agreement, another expert, neutral mediator to conduct the mediation.


Is any degree of independence from the parties guaranteed, and if so how?
Arbitration and dispute resolution:

All arbitrators of National Arbitration Forum shall take an oath prescribed by the director and shall be neutral and independent according to the arbitration code of the Forum. 

Arbitration: 

The director selects fair, unbiased and impartial arbitrators or arbitrator candidates. The code of the National Arbitration Forum requires the arbitrator to base his/her decision on the law.

Mediation:-- 


Can the dispute handler be challenged?
Arbitration and dispute resolution:

When the director has selected the arbitrator, a party may remove one arbitrator. After that the party may challenge the selection of the first arbitrator.

Mediation:

A party may file with the administrator and serve on the other parties a notice to remove the mediator. The Forum immediately assigns another mediator.


Can the dispute handler resign due to conflict of interest?
Arbitration and dispute resolution:

An arbitrator shall disclose to the director of the Forum circumstances that create a conflict of interest or cause an arbitrator to be unfair and biased.

Mediation:

Are the proceedings confidential?
Arbitration:

Arbitration proceedings are confidential, unless the parties agree otherwise.

Dispute resolution:

The Forum publishes the full decisions of the panels on a publicly accessible web site.

Mediation:

No evidence that there has been mediation or any fact concerning the mediation may be admitted in a subsequent proceeding involving any of the issues or parties to the mediation.

Is the dispute handler required to provide a written decision?
Arbitration and dispute resolution:

All awards shall be in writing.

Mediation: --

Does the service provide a possibility to appeal? To whom can the appeal be made?


Arbitration:

All National Arbitration Forum awards are reviewable by the courts.

Dispute resolution:

Neither the provider nor a panelist shall be liable to a party for any act or omission in connection with any administrative proceeding resolving a dispute.

Mediation:

Any claim or dispute between any party, mediator and/or the Forum shall be resolved by binding arbitration through the National Arbitration Forum.

Is resort to the courts excluded?
Arbitration: No 

Dispute resolution:

In the event of any legal proceedings initiated prior to or during a procedure in respect of a domain-name dispute that is the subject of the complaint, the panel has the discretion to decide whether to suspend or terminate the proceeding, or to proceed to a decision.

Mediation:

No

Is the outcome of the procedure intended to be binding?
Arbitration:

The arbitration award is final and binding, unless the parties agree otherwise.

Dispute resolution:--

Mediation:-- 

Is the outcome executable/enforceable, and if so how?
Arbitration:

An arbitration award may be confirmed, entered or enforced as a judgment in any court of competent jurisdiction.  A court must “confirm” the arbitrator’s award to give it legal effect.

Dispute resolution:--

Mediation:-- 

Are there consequences for non-compliance with the outcome?
Arbitration:

The system does not prescribe any consequences for non-compliance with the outcome. General contract law prescribes consequences for breach of contract.

Dispute resolution:--

Mediation: 

The system does not prescribe any consequences for non-compliance with the settlement. General contract law prescribes consequences for breach o contract.

Can the procedure take place simultaneously with other procedures concerning the same conflict?
Arbitration:--

Dispute resolution:

In the event of any legal proceedings initiated prior to or during a procedure in respect of a domain-name dispute that is the subject of the complaint, the panel has the discretion to decide whether to suspend or terminate the proceeding, or to proceed to a decision.

Mediation: --

Are group actions possible?  If so, how? 
--

Comments:                                     
--

Contact info
Name
National Arbitration Forum


e-mail
Info@arb-forum.com


URL
Http://www.arbforum.com/domains


Telephone/fax
Tel.:(800) 474-2371 or (651) 631-1105 Fax: (651) 631 0802

21. Virtual Magistrate (VMAG)

General information about the service

Name of service:
Virtual Magistrate (VMAG)

Objective:
VMAG provides services to individuals and companies to settle disputes that arise from on-line activity. The Virtual Magistrate Project will offer arbitration for rapid, interim resolution of disputes involving (1) users of online systems, (2) those who claim to be harmed by wrongful messages, postings, or files and (3) system operators (to the extent that complaints or demands for remedies are directed at system operators). Arbitration services will be available for computer networks anywhere in the world as long as relevant parties agree to participate.

Date of implementation:
Developed on October 25, 1995

Scope of the service
Geographic
No geographical restrictions


Sector


The Virtual Magistrate Project will accept complaints about messages, postings, and files allegedly involving copyright or trademark infringement, misappropriation of trade secrets, defamation, fraud, deceptive trade practices, inappropriate (obscene, lewd, or otherwise violative of system rules) materials, invasion of privacy, and other wrongful content.




Types of cases
Disputes arising from: spamming, defamation or inappropriate messages,
 requesting the removal of a message or posted web page as well as contract or property or tort disputes regarding on-line issues or disputes about the way one was treated or referred to on-line. The Virtual Magistrate Project will not decide questions about billing or financial obligations as between users and system operators.




Other


Entity hosting service:
Vmag.org, the Virtual Magistrate Project developed by the National Center for Automated Information Research (NCAIR) and the Cyberspace Law Institute (CLI) 



Service is financed through:
The National Center for Automated Information Research (NCAIR) 

Type of service: 
Arbitration

Procedure 
Basis for procedure
Voluntary: A dispute becomes available for settlement through VMAG when a user files complaint and VMAG accepts the case.

Contained in:
Vmag.org web site

Means of initiation:
Internet

Means by which the procedure is carried out
Via Internet and e-mail.

Who can initiate the procedure?
Anyone who has a dispute arising from online activity.

Preconditions
The user has to file a complaint and the case has to be accepted by VMAG.

Describe the most important stages of the dispute procedure:
Step 1

A party files a complaint concerning a dispute arising from online activity.

Step 2

VMAG contacts parties.  If the other party agrees to arbitrate the dispute, they file an answer to complaint.

Step 3

VMAG assigns an arbitrator.  The arbitrator contacts both parties and requests more information.

Step 4

Resolution of the dispute.

Describe important timelines during the procedure
Each Magistrate will attempt to reach a decision within 72 hours (three business days) after acceptance of a complaint. When appropriate, a Magistrate may issue interim decisions more quickly. At the request of the parties or for good cause, the decision schedule may be extended. 



Is there any cost to the consumer?
The system does not specify any cost to the consumer.

Dispute handler
What is the name/title of the instance/person addressing the dispute (“dispute handler”)?
Magistrate


How is it ensured that the dispute handler is qualified?


The pool of magistrates will consist of those selected jointly by the American Arbitration Association (AAA) and a subcommittee of CLI Fellows. Prerequisites are familiarity with the law and online systems. The pool is not limited to lawyers, although some cases may be assigned to lawyers or to others with specialized knowledge or experience. The AAA and the Virtual Magistrate Project will provide training and orientation regarding the applicable procedures and protocol for arbitration on the Net. 


Who appoints the dispute handler?
The Virtual Magistrate appoints the dispute handler.  In cases involving single arbitrator, the magistrate is selected randomly from a pool of arbitrators.


Is any degree of independence from the parties guaranteed, and if so how?
Magistrates must comply with a code of conduct that requires neutrality and provide for recusal from cases in which they may be perceived to have an interest. 




Can the dispute handler be challenged?
No, decisions by the Magistrates may be reconsidered but not challenged.


Can the dispute handler resign due to conflict of interest?
Panel members are required to avoid direct conflicts of interest.



Are the proceedings confidential?
Decisions of the Virtual Magistrate Project will be made public, provided however that the panel may rule that specified matters be kept under seal or that publication of specific matters be delayed for good cause shown. The Virtual Magistrate Project will keep filings in a case confidential until the decision is rendered. Complaints and other submissions relating to a proceeding will then made public, unless the Magistrate in the case rules that the filings may be sealed for good cause. Virtual Magistrate Project panel may conduct private deliberations.

Published decisions and proceedings will be made available through a World Wide Web site maintained by the Center for Law and Information Policy at Villanova Law School.

Is the dispute handler required to provide a written decision?
The Magistrate will normally issue written opinions.



Does the service provide a possibility to appeal? To whom can the appeal be made?


Decisions by the Virtual Magistrate Project may be reconsidered but will not be subject to appeal. All system operators, users of online systems, and others participating in the Virtual Magistrate's proceedings agree by virtue of their participation to waive any claim against the Virtual Magistrate Project and/or its participants for any liability as a result of the proceedings. 

The parties to a proceeding will be bound by the decision and will not be permitted to relitigate identical matters through the Virtual Magistrate Project.



Is resort to the courts excluded?
--

Is the outcome of the procedure intended to be binding?
The Virtual Magistrate Project will seek to persuade parties to agree, in consideration of access to the dispute resolution process, to be bound by the decisions.  This means that they will be asked to agree that submission of a complaint to the Virtual Magistrate Project, and handling of the matter in compliance with the resulting decision, fulfills any duty the system operator may otherwise have had to respond to the complaint in the interim before more conclusive determination of the respective rights of the sender of a message and the complaining parties. The goal is to have all parties to a proceeding agreed to comply with the decision pending additional legal actions.



Is the outcome executable/enforceable, and if so how?
The Virtual Magistrate Project expects system operators to support and enforce decisions.



Are there consequences for non-compliance with the outcome?
The system does not prescribe any consequences for non-compliance with the outcome.  General contract law prescribes consequences for breach of contract.

Can the procedure take place simultaneously with other procedures concerning the same conflict?
--

Are group actions possible?  If so, how? 
--

Comments:                                     


Contact info
Name
The Virtual Magistrate


e-mail
Vmag-help@mail.law.vill.edu


URL
Http://vmag.org


Telephone/fax


22. European Advertising Standards Alliance

The advertising self-regulation is the recognition of the advertising industry (i.e. advertisers, agencies and the media) that advertising should be legal, decent, honest and truthful, with a sense of social responsibility to the consumer and society as a whole, and with due respect to the rules of fair competition. This is achieved through the establishment of a set of rules and principles of best practice, which the advertising industry voluntarily agrees to conform with. The aim is to keep advertising standards high and ensure consumer trust to the benefit to all. 

The European Advertising Standards Alliance is a non-profit organisation based in Brussels, Belgium which is the co-ordination point for the views of national advertising self-regulatory bodies across Europe. Its objective is to promote and support the development of effective self-regulation, to co-ordinate the handling of cross-border complaints and to provide information and support on advertising self-regulation in Europe. Its members are the national self-regulatory bodies responsible for administrating their respective national self-regulatory systems and applying national codes or International Chamber of Commerce (ICC) principles of advertising practice. 

CONTACT: 10a Rue de la Pépinière, B-1000 Brussels, Belgium, 
Tel. (32 2) 513 78 06 Fax. (32 2) 513 28 61
Director-General: Dr. Oliver Gray.

SUMMARY TABLE

Characteristics of the service:
Position number of the service(s):

Number of the ADR techniques provided:
One:
1, 2, 3, 4, 5, 6, 9, 10, 11, 12, 13, 16, 17, 18, 20


Two:
14, 19

Type of ADR service:
Arbitration:
3, 6, 9, 14, 19, 20


Mediation:
4, 10, 11, 12, 13, 14, 18, 19


Negotiation:
2, 5, 16, 17, 

Sector:

Business related:
14


Civil cases:
17, 19


Domain name:
3, 6, 19


E-commerce:
18


Insurance:
5, 16


Online activity:
1, 3, 4, 11, 13, 20


All fields:
2, 9, 12, 

Basis for procedure:
Voluntary:
2, 3, 4, 5, 9, 10, 11, 12, 13, 14, 16, 17, 18, 19, 20


Obligatory:
1, 6

Means of financing:
Through Consumer:
2, 5, 9, 10, 12, 16, 17, 19


Through Sponsor:
1, 11, 18, 20


Mixed:
4, 6

Confidentiality of the procedure:
Confidential:
1, 2, 4, 5, 9, 10, 12, 13, 14, 16, 17, 18, 19,  


Not Confidential:
6, 20

Providing of a written decision:
Yes:
1, 2, 4, 5, 6, 9, 10, 12, 13, 14, 16, 17, 19, 20


No:
18

Is the procedure binding:
Yes:
1, 2, 7, 19, 20


No:
4, 10, 11, 12, 13, 16, 17, 18





* the current selection only includes programmes that are not system-internal to any trustmark or proprietary programme.
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