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BRIDGING THE DIGITAL DIVIDE,
PROBLEMS AND SOLUTIONS

This article seeks to luy down a platform to analyse the
current adoption of busingss to consumers (B2C) e-
commeroe policy In governments and international
organisations, with particular focus on the Bntish
Government and the European Union. This article would
be focusing on three mam issues. First, this will touch
on closing the ‘digtal divide’ and followed by

Lo Fe Yee discussion of what is perceived to be o favourable
Graduate with an LLE oy iory framework in e-commerce. Last but not least,

Seconmd Class Honoirs

from the University of  the issues of trust and confidence among consumers
Leeds; former studeni o _ :
of HELP University  Within the e-commerce system will be examined.

College
Closing the *Digital Divide'

The issue of the digital divide' is given the most attention as it is the basic and
fundamental step towards developing e-commerce. Without the intemet as a
medium for businesses (o e conducted over the virtual world, e-commerce would
ool have been possible. Essentially, the accessibility to the internet has become one
af the highest barriers to e-commerce.” Yet, the other vital factor that goes hand in

U Dugeal divide means ‘the gap between ndividoals, bouseholds, businegses and
geogtaphic areas at different socio-ccomomic levels with regard both to their
opportunities i0 sccess Informatkon and communication fechnologies (1CTs) and o their
wse of the Intemet for 8 wide variety of sctivities' a5 defined in Organisation For
Economic - Co-opemation  And  Development, ‘Understanding  the  Digital Divide®,
<hitp:/fwww oecd org/dataoecd 38/5 7 188345 | .pdi= accossed 26 Ociober 2008,

* Cabinel Office Performance widd Inmvovation Unit, ‘e-commerce st itsbestuk:The
Government's strategy”, <hitp://www.cabinetoffice. gov. uk/~ media/asscts/ www.cabinet
officé. pov uk'strategy'ec_body*a20pdfiashx> sccessed 20 Octaber 2008.
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hand with accessibility to the internet would be education.’” It is only when
education meets together with easy access o the intermef that the problem of the
digital divide will be solved

Education- 15 It Safflicient?

E-commerce could not have been possible withoul integration between customers
and business enterprises. The simple economic theory Gits well here, where there is
a demand, there will be o supply! Thos, the simple understanding of the benefits of
c-commerce should be preached o the small and medium enterpnises {SME) and
consumers in general in order to catch up with the écomomic cycle of the fast

growing information technology savvy society.

Vast and intensive education measures have been implemented by the
British government. The setting up of Information and Commumication Technology
(*ICT’) classes in educational institutions and the United Kingdom online centres
for adult lesrners ure a few of those exnmples.* Nonetheless, in order to increase the
fevel of digital literacy among the public to a higher level would require more than
just that. The public requires both the motivation and the interest to learn about
ufilising the internet, a5 this hns been the main reason determng the majonty from
going onhne.” The solution to this problem would be as mentioned abovie: by rising
the awareness of the benefits of the intermet. In the context of e-commetce,
shopping online would be a great help for those with physical disabilities send not 10
méntion that shopping onkine is often much cheaper than buving from o physical

Cabinet Office Performance and [nnovation Unit, ‘“e-commerce of its bestulkc:The
Covernmeni’s sirstegy”’, <Witpoiwww cabinsioffice. gov. uk/—/media/asseis wanw. cabinet
office, gov.uk/stritepy/ee_bodySa20pdf ashy> sccessed 20 October 2008,

Cabinet Office Prime Minister’s Strntegy Unit, ‘Connecting the UK @ The Drgital
Sirategy March 2005, <hitp:/fwww berr, gov.ak Tiles/file] 3434, pd > accessed 21 October
1008,
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store. For example, the {sft that an average internet shopper could save between £52
and £104 per year should be publicised 1o consumers,”

Statistics have also shown that the elderly and those with low education
qualifications are those who are still insctive in accessing the internet,” needless 1o
say even trading online. The lack of confidénce has a mujor impact on them, os this
is the second major reason that people would not go online,' This phenomenon
leads us to question whether the educaton measures implemented by the British
governmemn have been equally distrbuted among the citizens and not merely
focussed on the young and educated ones.

At the European Union level, it is noted that 40% of Europeans have never
used the internet before.” The reasons for this would be pretty much the same at the
national level: the lack of awareness of the importance of digital literacy, especially
among the marginalized groups and the problem of easy access 1o internet. Ongoing
European imitiatives such as the policy of ' European i2010 initiative on e-Inclusion
- to be pant of the information society’ gives much sttention (o the disabled and
elderly with regard o the training and education towards digital literacy." A very
valid opinion proposed by the Committee of Regions on the i2010 eGovernment
Action Plan would be the highlighting of non-technical education, exempli gratia

" Dffice of Fair Trading, “Internet Shopping’, <hitp://www.ofl.gov.uk/shared_oft/repons/
consumer_protection/off92 | > socessad 18 Movember 2001,

" Office of Mational Statistics, 'Internet Access 2008 Houwseholds and Individuals’,
<hitp./eewrw, statistics. gov, uk/ pdfdiciahi0B08. pdl™> accessed 22 October 2008,

' Cabinet Office Prime Minister's Strtegy Unmit, *Connecting the UK : The Digital
Strategy March 2005° <httpsiwww, berr. gov, uk/files/ file 1 3434 pdf= accessod 21 Cotober
2008

*  Commission of the European Communities, “Volume 1; 12010 — Annual Information
Society Report 2008', <httpfec_curopa.eninformation_society/'eeuropei2010 (docs!
anmual report2008/sec 2008 470 Vol 1.pdf> sccessed 04 November 2008,

" Europe’s Information Society,’ June 2006 - Riga Ministerial Conference - ‘1CT for an
Inclusive Soctety”, <hitpi/fec.suwropa.ewinformation_ society/activities'einclusion/events
friga 2006/ ndex en him> accessed 04 November 2008, ) )

(.
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{e.g.) miemet demonstrabon events that should be provided 1o the elderly and
cispdvantaged."’

Are We Better Connected?

Low internet access maie in rurel arcas hove always been a concern, the fact that
people who live in rural areas are generally the elderly and lower income, makes
cost one of the barriers to internet access.” The investment of £100 million by the
British government in providing broadband access in rural areas™ and other funding
from the private sectors evidently shows that the situation now has mproved 1o &
great extent, with some rural areas better connected than the urban areas,' Yet,
there are still complaints sbout the povernment neglecting rural broadband
comnections; recently'’ indicating that more investment needs to be provided by the
British government in this aren,

A notable achievement by the Bntish government 18 the reduction of the
cost of access to internet 10 amongst the lowest in the world and the cost of Local

Loop Unbundling service' to the lowest in Europe by adopting a pro-competition

"' European Union Committes of the Regions, "Opinion of the Commities of the Regions
on Bridging The Hroadband Gap And 2010 eGovernment Action Plan®, <hbip.
COOPIREOGS. cof swropl.ew/corapinondocument aspx " language=en&docnr=27 2 &year=20
06> accessed 04 Movernber 2008,
Cabinet Office Prime Minkster's Strategy UnH, ‘Connecting the UK : The Digital
Strategy March 2005, <http-"'www. berr.gov.uls/files/file] 3434 pdf> accesed 21 October
2008,
BBC News, ‘L1000 miilion to spesd up intemnet access” BEC Neww, <htipe! news bbe. o,
ake/ | Mow’ wales2121 390, 5tm>, pccessed 29 October 2008,
Office of Communications, “Rural broadhand households overiake urban for the first
tme®, <hitpfwww.ofcomong uk/'medianews 200805 /nr_20080522>  accessed 27
Dctober 2008,
" “Rural broadband subscribers oulstrip urban neighbours says Ofcom’, <hitp:/'www.
computerweekly. com/Articles 200805/ 22230 TE S/rural-broadbandsubscribersoutsirip-
¥ urban-neighbours-says, lim> accessed |§ November 2008,
For definition of Local Loop Unbundling look at ANACOM, ‘Local Loop Unbundling”,
<htip-!/www anscom.pt/render. jsp?categoryld=39010# 1> accessed |8 November 2008,
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policy.!’ However, stamstics reveal that the mternet access rate of the lower income
groups does not improve &t an expected standard, " This infers that costs are still a
major jssue o the economically deprived individuals. Therefore, more forms of
subsidies for internet access mainly targeting those with lower incomes should be
provided for by the government.

At the European Union level, practical solutions such ns  sateflite
ermumunicstion have been suggested o provide high speed internet connections in
under-served areas’” and this has been confirmed according 1o the recent White
Paper by the Commission on Space Policy.™ On the other hand, the Commission
has also allowed structural funds to be used in rural aress 1o develop technology
infrastructure despite competition rules forbidding it™' However on this point,
guidelines had been laid down to avoid the disparity in the market™ 1t is submitted
that the policies taken here undeniably are favourable in closmg the digital divide at

"' Cabinet Office Prime Minister's Strategy Unit, ‘Connecting the UK : The Digiml
Strategy March 2005 <http-/www, berr gov_nk/files/file | 3434.pdf> accessed 21 Ociober
20048.

" Office of National Statistics, ‘Internet Access 2008 Houscholds and individuals’,
<hittp:/fwww statistics. gov.uk/pdidiniahi0808 pdi> accessed 22 Ogtober 2008, see also
Office of Communications, “The Consumer Expericnce Research Report 2007,
<httpaz/'vichb. leedy.ae uk/courses | (200809 12225 LAWI23Scontent! 1B6346 1/0FC
OM_researchi? pdf? 5593589 & bsession_str-session_id=3593580 user_id_pk!
=3B [ 08, user wf_sos id pk2=l.one time token™> sccessed 10 Movember 2008,

" Commission of the European Communities, *Digital Divide Forum Report- Broadband
socess  and  puble  wupport  n under-served areas’,  <htipiVec.curopa.cuf
information_society/esnrope/i20] Wdocs/digital divide'sec ddil reportpdf> accessed 04
MNovember 2008,

® Commission of the European Comminibes, "Communication From The Commission Ta
The Council And The Buropean Parlinnent European Space Policy”, <http:/es suropa.cu
‘enterprise’space/doc pdfiesp commT 0212 enpdfs accessed 04 MNovember 2008 as
cited i EurActv.eom, "Brdgng the ‘digbnl dvide”: BU Polides’, <hitp:lwwa,
eurnctiv. comien/infosociety/bridgmg-digital-divide-eo-policiesfarticle-1 323 [ 5> nocessad
04 Movermber 2008,

* Commission of the Buropean Communities, “Digital Divide Forun Report- Brosdband
access and public support in under-gerved aveas’, <htip:/ec. seropo e information_
societyeeurope 1201 Vdoce'dipital_divide'see_ddf reporipdf= sccessed 04 Nowember
2008,

= Commission of the European Communities, *Digital Divide Forom Heport- Broadband
pocess and public support in under-served areas’, <hitp:/fec.curopacu/information_
society/ceurope/i2010/docs/digital_divide'sec_ddf reportpdf> sccessed Od  November
2008,
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the Buropean Union Level. Nonetheless it is hoped that the policies planned are
carried out in effective ways as actions speak louder than words!

Language is another barrier lo internet sccess as English remains the
dominant language in internet usage.” Though multilingusl wanslation software
exists, for example the Muliilingual User lnterface (MUD, which = ome of
Microsoft’s technologies that enables users to select the language of their choice 1o
be displayed: the number of trading websites displaying more than one lenguage is
rare.” It is submitted that language barriers such a5 this might be an infringement to
Article 14 of ECHR™ ns it contains provisions which prohibits discrimination on
grounds of language,™ which means that people who do not understand the content
of a website might be discriminated on grounds of languege. This is # hindrance to
the development of e<ommerce ind it is submitied here thal transiaiion services
should be compelled 1o be available on trader websites to close the digital divide
and thus improve e-commerce,

Tuming our altention to intemational organisations, competition policies
are crugial in lowering the price of internet access” as mentioned by the
Organisation for Economic Co-operation end Development (heremnafier referred 1o
as “OECD") but it is noted that in some developing countries such ns Malaysia, the
majority of the broadband service is sill monopolised by a single internet service
provider,™ namely TMNET etreamyx. Undoubtedly, the cost of internet access in

¥ Internet World Stats, “Top 10 Language in the Internel’, <hitpy/fwww imtemetworld
stata comitats 7 m> nccessed 05 November HMIE,

H.l_ﬂtn't M. Wolk, "The Effzcis of English Langusge Dominance of the Internet and the
Digiml  Divide’,  <htip./fecexplore leee org/'stamp/stamyp. jsp farmumber=013 14148 =
acoessed 05 November 2008.

]

o Europenn Convention on Homun Rights,
Council of Europe, ‘Convention for the Protection of Human Rights and Fundamental
Freedoms as smended by Protocol Mo, 11°. <httpe/fconventinns coe int/Treuty'en/

Treaties Hml005, im> pocessed 19 November 2008,

Organisation For Economic Co-operstion And Development, *Understanding the Digital
Divide” <http:/‘www.oecd org/dataoecd 38/57/1 888451 pdf- agcessad 26 Ociober 200K,
ZD Net Muster, 'Malaysia’s Broadband Services Under Fire', <http-/‘www. 2dnetasia.
cotn/newsicommumicntiong/ (), 39044192 62028004 00, him> sccessed 11 November 2008

n
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Malaysin would be higher as compared 1o other counines where Internet Service
Providers (ISP) provide competitive packages with lower fees (o aftract customers,
The cost factor deters the public from using the internet, and this inevitably creates
bamiers towards improving e-commerce.

The issue of the digital divide has been a highly contentious problem for
nearly two decades and it still has not been resolved despite countless imitiatives put
forward by governments, supranationsl and international organisations. As noted by
the European Commission in a recent press release, the progress of bridging the
digital divide is still sluggish and fragmented notwithstanding various targets set
down in the action plan itself. = 1t is only with full co-operation from the industry,
government and regulators,” together with consistency in action that everyone in
sociely would have 1o access the mtemet.

A Favourable Regulatory Framework at the National, Supranational and
International Level

Given the global and borderless nature of the internet, strong co-ordination has to be
achieved among the governments, supranational and international bodics in order o
provide a coberent and clear framework for all. Nonetheless, multi-level governance
i5 mever an casy task Lo achiove and this section seeks o provide a clear
understanding of how far the cwrent situation is from the ideal regulatory
framework.

National Level

It has been long recogmised m the ecommerce(@its. bestuk report by the British
government m 1999 that tradibonal means of government regulation is hardly

# ‘Commission Calls for an all Inclusive Society’,<htp:/fwww e-inclusionavwards co’>
acgessed 12 Movember 2008,
W rhid,
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applicable thesc days as its rigidity would result in the slow development of e-
commerce.’ . Therefore, co-regulation is identified as the best way to regulate the
ever fast changing feld of e-commerce, ™ Co-regulation here simply means both the
government and industry have essential roles o play in the regulatory field.

Government legislation which serves as a "back up' role is mandatory when
primary legislation is required. "’ For instance, suocessful regulatory results would
be the Dara Proteciion Ace 1998™ and the implementation of the European Union
E-Commerce Divective 2000™ through the E-Commerce Regulations 2002 ™ Ax thiy
stage, government intervention is considered to be sufficient s it 18 provides the
right amount of certainty to the citizens without over-intervention.

As for the self-regulatory framework, the fow hallmark schemes poverning
e-commerce arc ticheme,” Internet Shopping Is Safe (ISIS) Scheme™ and Safe
Auy.™ It is argned that the appearance of various hallmark or trust schemes cause
doubts in customers as to their credibility and reliability. ™ Instead of supporting the
iden of developing a single hallmark scheme, the Better Regulation Task Force

" Cabinet Office Performance and Innovation Unit, ‘e-commerce ol il best.uk:The
Government's strategy”, <hitgr:!/'www.cabinetofice. gov,uk/--/media/assets'www cabinet
office. gov uk/strntegy/oc body®20pdf ashx > acoessed 20 October 2008,

Cobinet Office Perfiwmance and Innowation Undt, ‘e-commence st jinbesi uk-The
Government's strategy”, <htip./www cabinetoffice gov.ul/—/medis/assets/www, cabinet
office. gov.uk/strategy/cc_body%20pdfashy> accegsed 20 October 2008,
www.parlismentuk, ‘Select Committer on the European Union', <hupiwww,
parlinment. the-stationery-office.co.uk/pa/1d 1 99900/ Idsclect Tdeucom/ 9 5/005 1 002 htm>
sccessed 12 November 2008,

loternet Service Provider,

20003 1EC.

ST 2000/2013.

1Scheme, "About tScheme and its organisations’, <hip:/fwww tscheme org'about
index_html> accessed 12 November 2008,

Internet Shopping is Safe Scheme, ‘Internet Shopping is Safe’, <hitp:/Visisaccreditation.
imrg.org'> accessed |6 November 2008,

The SafeBuy Assurance Scheme, <hitps:/iwww safebuy org uk/what-is-safebuy. himl>
nocessed [ 1 November 2008,

Better Regulation Task Force, ‘Better Regulation for e-commerce December 2008,
<hitp./farchive. cabinetolfice gov ukbreupload/assets/www. bre. govuk/e_com.pdf>
accessed 12 Movembser 2008,
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emphasises on the sole of the government in educating the consumers io
differentiate between o good scheine and o bad scheme, which is an sppreciable
recommendation.

An Analysis of the Sale Buy Assurance Scheme

Currently, in the UK Safefuy is the only self regulating scheme of e-commerce
which has completed siage one of the two-stage process owards gaiming the Office
of Fair Teading (hereinafter referred to as *OFT') approval of the Consumer Codes
Approval Scheme (hereinafter refierred to ss *CCAS")." Yet, the question remains
as to what is deterring  SafeSuy from gaining full approval? According to CCAS,
the OFT would normally anticipate six months for the code provider to prove that
they have filfilled the requirements of Stage Twao, which is to prove that the code is
working in practice.” However, two and  half years have already passed since
SafeBuy firt completed stage one® but the logo of OFT is yet to appear on
SafeBuy's website. This would most probably be due to the fact that SafeBuy has
not fully carned oot its monitoring duty against its members effectively as there has
not been any evidence that they have cxpelled any of their members for non-
compliance of the codes of conduct. This form of information should be published
in the OFT"s website in order to inform consumers” about the flaws in the schemes.

Another issue regarding SafeBwy 15 the email arbitration scheme. This
scheme would be provided in the event that SafeBuy's mediation scheme is
unsuccessful in handling a customer’s complaint. Yet, consumers have to bear the
cost of this scheme, with the lowest amount of £23.50 for a claim which 15 lower

Y The SafeBuy Assurunce Scheme, <https:/fwww safebuy,org uk/whal-is-safebuy html>
accessed |1 November 20038

2 Dffice of Fair Trading, "Consumer Coides Approval Scheme Frequently Asked CQueestions
August 2008, <htipy/fwww oftgov,ulishared oft’ Approvedcodesofpractice/codesfag.
pdf>, secessed |0 Movember 2008,

' Office of Fair Trading. ‘SafeBuy completes stage one of OFT Consumer Codes
Approval  Scheme', <hitpzfwww.oft. gov.uknews/ press200637-06>  accessed 14
Bovember 2003
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than £1000.* Though the cost of arbitration s clamed o be “low" by SafeBuy, this
leads to practical difficultics for those whose total amount of shopping cost is lower
than £23.50, as many would not want to go through all the hassle for such a small

agmount of monetary componsation

Furthermare, the complicated terms and conditions liid down by Safefuy
would create confusion among consumers. Consumers prefer sumple and clear
information rather than loads of information which is hard to digest at times *

In general, the OFT should put the public on notice about the flaws of
Safeluy 25 this would enhance the understanding of consomers and lead them to
make the right choioe of purchase, thus increasing thewr confidence towards e-

COMMerce,
European Unlon Level and the International Level

Regulatory initiatives at the Ewropean Union Level have resulted in a fow
Directives such as the E-Commerce Directive™ (hereinafter referred to as "ECD’)
and the Conrumer Protection (Distance Selfing) Directive” (hereinafter referred to
as *DED"). However, according to the latest Special Eurobarmeter survey published
in Movember 2003, only a mere 6% of the European Union citizens are involved in
cross-border e-commerce.™ The muin reason behind the low percentage of people
mvolved in cross border e-commerce 15 dus 1o the fact that fragmented rules among

The SafeBuy Assurance Scheme, “The SafeBuy Consumer Arbitrafion Service”, <http/
www.idrs. I ulc/safebuy/pd i Application_Form.pdf> accessed 10 November 2008

A fingl report by the Better Regulation Executive and Mationn] Consumer Council on
maximising the positive impact of regulaied mformation for consumers and markets,
"Warning! Toa much information can herm’, <https:/fvlebb. leeds ac uk'webapps/portaly
frameset jspab_id= 2 1&url=%2FwebappsoIFhlackbonrd2 Fexecuts®s dFlmuncher
IFype’aIDCourse®u26id™ID 14038 1%26u1% 30 accessed 12 November 2008,
200031 /EC.

BITEC.

“ Eurobarometer, ‘Specisl Consumer Protection mn the EU®, <htip:/ec.curopa.ewpublic
opimion/archived/sha/ebs252 en.pdf> accessed 15 Movember 2004,

Ll
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Member States in the.European Union exist.’” For example, though the DSD has
been ransposed by overy Member State, sccording 1o Article 14 of the Direchive,
discretion is still left {0 Member States to sustain stricter provisions.™ Therefore,
this creates confusion to both retailers and consumers as they are unsure as to what
extent, they need o comply with the rules of the country that they are trading with.
In arder 1o increase the legal cerminty of the regulatory framework, the European
Commission is currently reviewing the consumer aoguiy,” with the sole objective of
harmonising the riles scross the European Union with regards c-commerce.™ Even
i harmonisation of rules come info existence at a later tme due to the full co-
operation of all member States, consumers and retailers have to be made aware of it
— in olher words, by keeping the public well infarmed at all times,

Al the international level the regulstory framework has far less binding
force compared 1o national or supranational levels. For instance, the United Nations
Commussion on international Trade Law (hereinafter referred to as 'UNCTTRAL')
has created a Model Law on Electronic Commerce while the OECD has laid down
the OECD Consumer Protection Guidelines for E-Commerce. Though they are
merely guidelines and thus not legally binding on all nations, the guidelines would
be instructive for developing countries to build up policies regarding e-commerce. ™
However, there are some views 10 the effect that international organizations such as
the above mentioned are not the sppropriate bodies to make intemational policies as
they are not representative of developing nations views.™ Without the issue of the

* EurActiv.com, 'eCommerce - A market without borders?”, “hitip fwww enractiv.comlen’
infosocietyecommerce-markel-barders/article- | 697 1 0o agcessed |5 Movember 2008,

* Furopa Press Release Rapid, ‘Ouestions and Answers on  Distance Selling
(Ref MEMO/06/339 Date: 21/09/2006), <htipyfeuwropa.eurapid/pressAeleasesAction
dotreference=AEMOVD6/335> pocessed 16 November 2008,

" BurActiv.com, ‘eCommerce- A market without borders?’, <http:/fwww curactiv.com/
enfinfosociety/ecommerce-market-borders/aricle- 1697100 accessed | 5 November 2008,

" EurActiv.com, “eCommerce- A market without horders?, <http:ifwww.cursctiv.comen/
infosocisty'ecommerce-markes-borders/article- | 697§ 0 accessed |5 November 2008,

" Federal Trade Commission, 'U.S, Implementation of the OECD E-Commerce
Gubdelines’ <http-fwaw fic govispeeches/thompson/thomtacdremarks shtm>  acoessed
16 November 2008,

= Ihid
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digital divide being solved, it is submitted here that the creation of a coherent
consensus among all nations will never oocur,

Trust and Confidence

The issue of trust and confidence remains to be an issue deterning consumers from
buying online, Among the security problems faced by consumers are namely fraud,
scam, spam, identity thefl and the non availability of nights for redress. This section
will focus on three muin issves: (1) consumers’ awareness of existing nights (in)

compliance and enforcement wsues and {iii) right 10 redress.
Awareness [ssues - Still Too Low?

It is submitted that the existing legislation of individual countries in the West
particularly in the United States and the Buropean Union, profecting consumer
rights in relation to e-commerce are comprebensive and satisfactory, However,
awareness of consemers in this aspect remains low. The Web Sweep Analysis
conducted by OFT had shown that 56% of the internet shoppers are univware about
their right to cancel and 29% are unsure as where o tum o g advice regarding
their rights.* Therefore, it is vital for consumers 1o know and understand the risks
they would face when dealing online and what precautions they should take 1o avoid
the risks without having unnecessary feurs,™ For example, sparmn generally would
not occur while rading online but the existence of spam tends to deter consumers
from trading online &s it is one of the major secunity problems and the one most
ofien publicised in relation to transactions on the imtemet,” Not to mention that
most consumners are unaware that they can get a full refund from credit card
companies for purchases of goods or services between the value of E100 and

* Office of Fair Trading, ‘Web Sweep Analysis March 2008, <hitp/iwwwoft.gov.uk/
. shared _oftreports/'consumer_protection/oft982 pdi> accessed |5 November 2008

Office of Fair Trading, ‘Inlemet Shopping’, <htip:/‘www.oft. gov.uk/shared  oft/reports’
& wﬁmﬁuﬂuﬂﬂzl.p&b accessed 18 Movember 2008,
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£30,000 m the event of froudulent activities socording to section 75 of the
Comsumer Credit Act 1974 as it 18 often mistakenly thought that statutes such as the
above only apply to offline transactions ™ In conclusion, vigorous campaigns are
required to raise the awareness level among consumers. 1t is © be noted that the
right balance needs to be struck between the need o inform consumers of possible
security risks on the infermet and vpdating them on the precautfonary messures
taken by legislation and / or voluntary trading codes which aim 1o mummmuse these
risks, thus alleviating any negative impressions with regards e-commerce.”

Complinnce and Enforcement

Online retailers awareness of existing regulnations in the erea of e-commerce 1s as
low as that of consumers, resulting in the lack of compliance smongst online
retuilers, which 14 evidenced by the following:

« 14% of websites do not provide any physical address

* 15% of websites appeared not to provide any information with regards
consumer’s nght 1o cancel within 7 working days

* 31% of websites do not fully refund the cost of goods

* 4% of websites fail to provide the compulsory additional charges that
would be added luter on. ™

The low rate of compliance among retailers lead us 1o guestion the
initiatives for enforcement by enforcement officers. This situation is mostly caused
by the difficulties in tracking down traders (as they could easily shut down their
operations), the quick pace of evolvement of technology and the mvolvement of

" Dffice of Fair Trading, ‘“Web Sweep Analysis March 2008, <hetp:/www.oft gov.uk/
shared _oftreporte'consumer_protection’o 92, pd{™> sccessed 15 November 2008

* Dffice of Fair Tmhillg. ‘Imternet  Shopping’, <hitp:iwww,ofl gov uloshared oft/
FEPOTS/COnsUmET 921 pdf> iccessed 18 November 2003,

™ Office of Fair Trading, ‘Web Sweep Analysis March 2008°, <hetp:/fwww, oft.gov.uk/
shared_oft/reports'consumer_protection/ofi982 pdf= acoessed 15 November 2008
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varipus parties in o transsction.”’ In tackling this wssue, the OFT Internet Shopping
report proposes various imitistives Nevertheless, the result of the proposed
initiatives ig yet to be evalunted as there is no latest survey afier the mentioned
report ot the compliance by retailers of the regulations.

Right to Redress

Currently, the best means of settling a dispute with regards online purchases would
be through the Online Dispute Resolution (hereinafier referred to as “ODR’), The
major problems in developing the ODR would be gaining public recognition despile
other isswes such as regulation and enforcement mechanisms®™ As this is an
emerging form of sertling dispates online, many are still not aware of its existence,
and it seems that lawyers and litigants are sl slow in embracing ODR.* Therefore,
governments should make the public awere of the existence of ODR which is bath
time saving and cost effective.”

Conclusion

Having analysed the above thres issues, it seems that the clpsing of the digital
divide is improving at a slow page, resulting in the almost stagnant development of
c-commerce as a whole. Great harmonisation efforts are ongoing ot the European
Union level However n coberent framework at the international level is unhikely to
be achieved m the future decades as there are still too many developing countrics
which are new to e-commerce. As for the issue of boosting trust and confidence

* Offfice of Fair Trading, “Tnternet Shopping’, <hipswww.oflgov.uk/shared _oft/Teports/

& w_wtwﬂﬂnmzl.pdﬁm 18 Movember 2004,

“ Wahsb M., “Globalisation And ODR: Dynnmics Of Change In' E-Commence Dispule
Settlement’, (2004) 12 ITL & IT 123.

o UK must incresse awnreness of [T to stay ut forefront of global dispute resobution’,
<http./iwww computerweekly com' Articles 20050503/ 200708 uk-mustincrease-of-it-

p Mm—atlr-lbfmﬁm-nr-ﬂnhl-dmpm him> accessed 19 Kovember 2003,
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among consumers, the only way to do this 15 to educate consumers about their nghts
and to remind retailers of their obligations. To sum up, there is still mom for
improvement both #s regards the regulation of e-commerce, and the awareness of
consumer rights as only when these issues have been fully resolved can e-commerce
be imtegrated into everyone’s daily life.




