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Current Status of E-Commerce Market

o Overview

= Total Contract Value of Korean E-commerce Market

- CAGR of 19.5% over the last five years

= Total Coniract Value of Online Shopping Mall is higher than
the department stores in Korea

W E-commerce Market will steadily increase the spread of
electronic applications such as Smartphone and IPTV

<Annual E-commerce Sales>

Total Contract Value(E-commerce, $B) | 314 358 414 517 630 672 824 999
(Rate of Increase) | (33.6) (14.1) (15.4) (24.9) (22) (6.7) (22.6) (21.2)

Total Contract Value(Online Shopping Mall,$B) 7.8 10.7 13.5 15.8 18.1 20.6 25.2 29.1

(Rate of Increase) | (10.1) (37.4) (26.1) (17.1) (15.1) (13.7) (22.1) (15.3)
» Trends of E-commerce and Cyber Shopping Mall 2012 , KNSO(Statistics Korea)
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o Overview

= Current Status of E-commerce Tracking By Total Contract Value
3% The number of Online Shopping Mall : 2,27é6mall (2002) » 70,000mall(2011)
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» Trends of E-commerce and Cyber Shopping Mall 2012 , KNSO(Statistics Korea)

S 3o
R
0‘3}*2*‘“&«



Current Practices of ADR in KOREA

o E-Commerce Mediation Committee

Bullding a Healthy E-Commerce Market Environment
Promoting the E-Commerce Industry and Protecting Consumer Rights

Proactive Dispute Prevention Reactive Dispute Resolution

eTrust Certification System E-Commerce Mediation Commiiliee
Establishing trust of companies

Finding Speedy and Fair Solutions
and consumers for .

. . to E-Commerce Disputes
safe internet shopping

- Acquisition of Logo and Certi. - Consulting
- Arbitration of disputes with
priority for company certified - Dispute Mediation

in eTrust
- International Cooperation
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Current Practices of ADR in KOREA

¢ Proactive Dispute Prevention

Perfecting the Safety and Convenience of Online Transactions
through eTrust Certification
= Name of Trustmark : eTrust
= eTrust Certification Qualifications

- Terms of Certification : One year

Recertification after one year without formal application

- Business Sectors that can Receive Cerlification(7 Sectors total)

Internet Shopping . Travel/ Service Financial Mediation Trade Sector B2B Sector
mall sector Leisure Sector Sector Sector Sector

- Certification Criteria ltems : Protection of Personal information,
Convenience and Safe in using site, Company/product information,
System Security, Customer Follow-up Service

= (Mandatory) Comply with adjustment procedure of ECMC
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Current Practices of ADR in KOREA

¢ Reactive Dispute Resolution

Protecting consumer Rights with the assurance against damage
and establishment of fair transactions

= Basis : Article 32 of the Framework Act on Electronic Document and
Electronic Transaction(revision June.1, 2012)

= Character : Administered ADR

= The number of Committee : 33 people(lawyer, professors..)j'{:# ) Ep."*:

= Parties Eligible for Mediation : B2B, B2C, C2C

" Fxaal
= Methods of Mediation : Agreed Recommendation

- : T

- Adjustment by one ~ three Mediation Committee members
- Face-to-face Mediation - Documentary Mediation

- Cyber Mediation, Phone Mediation
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Current Practices of ADR in KOREA

¢ General Procedures for Dispute Resolution-|
T
First Step Second Step Third Step

Agreed Mediation
Recommendation (If the parties agree)

Consultation

Telephone [ Select the Method of Mediation |
Counseling Face A
°"(Professional ‘ . to- Docu- Cyber
Counselors) SEHGNEATE Face || mentary | oo ace
between the parties N\ /

(Receive response from the
respondent and comments
from the applicant)

Agreed Recommendation
by ECMC

Mediation Request for
Concludes mediation

before Mediarion

Automatic
Consulting
System

Form the Managing Mediation
Department by ECMC

Recommend Accepting
Proposal of Mediation

Dispute Mediation
Resolution Terminates

e-mail
(Professional
Counselors)

Accept Reject

o
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Current Practices of ADR in KOREA

¢ Automatic Consulting System

= URL : http://lex.ecmc.or.kr Classification
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Service Complaints  --°

Open website

- Closing Mall

- System Error

- Domain Address e

= Made by : ECMC Server
= Administrator : ECMC(NIPA Online Copyright

- Privacy ..
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http://lex.ecmc.or.kr/

Current Practices of ADR in KOREA

¢ Automatic Consulting System
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Current Practices of ADR in KOREA

¢ Automatic Consulting System - Example
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Current Practices of ADR in KOREA

¢ Automatic Consulting System - Example
- = ~__— | Ashe/she progresses \

from screen to screen,
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Current Practices of ADR in KOREA

¢ Automatic Consulting System - Example
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Final Answer

You can cancel the order and ask for a refund. If
you want, you could require compensation for
damages
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Application

If the user is dissatisfied with the final
answer, he/she could be helped by the
secretariat

Consult a professionall!
If the user could not find a safisfied answer,
he/she could see an expert using e-mail
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Current Practices of ADR in KOREA

o E-Commerce Mediation Committee (Applicant)

E-Commerce Mediation Committee
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Current Practices of ADR in KOREA

o E-Commerce Mediation Committee (Applicant)

\s AR R A Py prree pro oy
o Information of a claimant
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Current Practices of ADR in KOREA

o E-Commerce Mediation Committee (Applicant)

e AR R AT P prree e yuory
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formation of the Respondent
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Individual/Company
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Current Practices of ADR in KOREA

o E-Commerce Mediation Committee (Applicant)

\9 AR R A Py e

o Dispute Information
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Current Practices of ADR in KOREA

o E-Commerce Mediation Committee (Applicant)
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Current Practices of ADR in KOREA

o E-Commerce Mediation Committee (Applicant)

E-Commerce Mediation Committee
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Current Practices of ADR in KOREA

o E-Commerce Mediation Committee (Applicant)

[ 2
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Number Address ntatives | Application

2. 4
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Current Practices of ADR in KOREA

o E-Commerce Mediation Committee (Administrator)

) A AR A 2] 8% Progress Information Check of
(Withdraw, Agreement Terminates, Impossible Application and
T - Fec mediation, Disobeyed mediation, etc) Respondent
§ 146 20| YU SLC / 4 Step |l 5' Step B 6™ Step B 7t Step | 8™ Step m
@
&) ng - LT LT ag ny Wy LR L uy
@ ,-: : 12-07-28
& Ny ny (PR ny L ny - ny ny uy
wass  gf 20725 e, ny ny ny "y ny - LR ny uy
@ 312-07-2%
goss !—‘" e ny Wy - wg - ny ny wy - Wy ny wy
@ Y
wuEE gy 2012-0720 < peey we - Wy wg Wy Wy - L1 L uy

1t Step : Send a recommended e-mail to the respondent to participate in his/her adjustment

2nd Step : Send an e-mail to the claimant with a defense from the respondent and request for comment

3'd Step : Send an e-mail to the respondent with the claimant's additional opinion and request an additional defense

4th Step : Send an eOmail to the claimant with an additional defense

5th Step : If the parties request mediation by a mediation committee, the secretariat send an e-mail to the parties with a profile which the
secretariat make out and request fo check the profile

6th Step : The secretariat passed case files with the profile o the mediation committee and request a mediation

7th Step : (skip if it is written in an adjustment) The secretariat notify the mediation date if it is face-to-face or cyber mediation

8t Step : Notify an agreement recommendation by the committee to the parties

9th Step : Notify the termination
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Current Practices of ADR in KOREA

¢ Mediation using Chat System

= URL : hitp://chatting.ecmc.or.kr THe Mediation

Committee
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Disputed Trends of E-Commerce Market
¢ Status of the Dispute Arbitration

= Dispute Arbitration from ECMC

Year-on-year

2007 2008 ncreqse | GTOWH

Rate

The number of Consultation 11,067 10,696 13,583 17,993 22,829 4,836 26.9
The number of Application 2,668 3,631 3,307 4,521 4,546 25 0.6%
Withdraw 127 148 143 290 367 77 26.6%
Impossible Arbitration*/etc 719 871 679 924 791 -133 -14.4%
Refer to the other organization 120 99 26 159 384 225 141.5
The number of Arbitration 1,702 2,513 2,459 3.148 3,004 -144 4.6%
Dispute Resolution 1,442 2,124 2,086 2,610 2,547 -63 -2.4%
Unresolved 260 389 373 539 457 -82 -15.2%

The Rate of Dispute Resolution** 84.7% 84.5% 84.8% 82.9% 84.8% - 1.9%

* Impossible Arbitration : Closure, Unable to be contacted
** (The Rate of Dispute Resolution) = (Dispute Resolution)/(The number of Arbitration)

» Trends of E-commerce Dispute Mediation in Korea, ECMC(E-Commerce Mediation Committee, 2012)

o
n'm National IT Industry Promotion Agency



Disputed Trends of E-Commerce Mariket

o Status of Consultation

26.87%
= The number of Consultation : 17,993 (2010) — 22,829 (2011)
% Average Growth Rate from 2008 to 2011 : 28.77%

25000

20000

15000 b o8 77° 7 |

10000 | —_

III N
- 1 B

2000 | 2001 | 2002 | 2003 | 2004 | 2005 | 2006 | 2007 | 2008 | 2009 | 2010 | 2011

—1Auto Consulting System

0 0 0 0 5,069 | 9,868 | 7,938 | 6,368 | 5,591 | 7,906 | 7,544 | 10,690
(lex.ecmc.or.kr)
—1Telephone 180 436 823 1,035 | 1,781 | 2,152 | 3,090 | 4,693 | 5,097 | 5,640 | 10,401 | 12,117
—e-mail, website, etc. 128 874 2,164 2327 924 14 26 6 8 37 48 22

Total # of Consultation 308 1,310 | 2,987 | 3,362 | 7,774 | 12,034 | 11,054 | 11,067 | 10,696 | 13,583 | 17,993 | 22,829

» Trends of E-commerce Dispute Mediation in Korea, ECMC(E-Commerce Mediation Committee, 2012)
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Disputed Trends of E-Commerce Mariket

o Status of Applications

0.6%
= The number of Applications : 4,521 (2010) w——— 4,546(2011)

% Low Growth Rate by Content Dispute Resolution Committee (established
April 2011) for game and digital content

25,000 22 829

20,000

15,000

10,000 -

5,000 -

2007 2008 2009 2010 2011
B # of Consultation B # of Application

= Trends of E-commerce Dispute Mediation in Korea, ECMC(E-Commerce Mediation Committee, 2012)
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Disputed Trends of E-Commerce Market

e Types of Transactions

4,000
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2,728
2,503
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. 1,082
/47
573 e 687
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69 114 94 63 44
2007 2008 2009 2010 2011
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= Trends of E-commerce Dispute Mediation in Korea, ECMC(E-Commerce Mediation Committee, 2012)
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e Types of

Problem

2,500
2,181 2112
2,000
1,500
1,000
500
2009 2010 2011
m Cancel the Contract/Returns, Refunds B Download/Online Game B Merchandise not yet Delivered
E Contract Changes/Contract Termination B Defective Products OFalse Hype
E Service Complaints O Misleading Product Information O Privacy

B Terms and Conditions
Other

o
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OClosure Bl System Error
Domain Address

= Trends of E-commerce Dispute Mediation in Korea, ECMC(E-Commerce Mediation Committee, 2012)




Disputed Trends of E-Commerce Market

@ Purchase Price Distribution

2,000
1,800
1,600
1,400
1,200
1,000
800
600
400
200
' s0tos9.99 | $1010 $50 to $100 fo $500 fo $1,000 to _s,s_,omd_
$49.99 $99.99 $499.99 $999.99 | $4,999.99 above

m2009 220 735 692 1,234 209 195 22

m2010, 353 1,225 1,044 1,397 249 194 59

m2011 238 1,013 917 1,755 311 240 72

*includes cases where amount is unclear
= Trends of E-commerce Dispute Mediation in Korea, ECMC(E-Commerce Mediation Committee, 2012)
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¢ Payment Method

2,500
2,000
1,500
1,000
500
. e — _*_ _‘_
Money " .
Bank Transfer Credit Card | Charged on the LS C?'.r < B onic Other
Securities Money
cellphone
m 2009 1,545 1,075 306 8 52 321
m 2010 1,887 1,223 787 35 137 452
m2011 2,210 1,051 931 45 82 227

= Trends of E-commerce Dispute Mediation in Korea, ECMC(E-Commerce Mediation Committee, 2012)
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Disputed Trends of E-Commerce Market

e Types of Merchandise/Services Purchased

5,000

4,500

4,000

3,500

3,000

2,500

2,000 -
1,500 -
1,000 -

500 -

2007

2008

2009

2010

2011

B Merchandeise

2,173

2,997

2,742

3,603

3,702

H Service

495

634

565

918

844

ETotal

2,668

3,631

3,307

4,521

4,546

= Trends of E-commerce Dispute Mediation in Korea, ECMC(E-Commerce Mediation Committee, 2012)
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Disputed Trends of E-Commerce Market

e Types of Merchandise Purchased
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1,600 2009 m2010 m2011
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Disputed Trends of E-Commerce Market

e Types of Services Purchased

700

600 H 2009 m2010 m2011

500

400 -

300 -

200 -

100 -

Digital Online Game Online Advertisement E-learning Others
Goods(Download)

= Trends of E-commerce Dispute Mediation in Korea, ECMC(E-Commerce Mediation Committee, 2012)
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Future Works

Final Goal | To Establish a Healthy E-Commerce Culture

Future
~w== Direction

Cooperation with
the Domestic & Foreign

Invigoration of The Advancement

Certification System of ECMC

(Proactive Dispute Prevention)® (Reactive Dispute Resolution)

Agencies

- For Proactive Dispute Resolution

- To invigorate - To manage a Specialty
e-Trust certification system Counseling Center : WTA(World Trustmark Alliance)
- To strengthen consumer - To operate the consultation day - For Reactive Dispute Resolution
protection activities about adjustment : UNCITRAL & WTA
- To strengthen effects - Cooperation in Domestic
of the Mediation : Fair Trade Commission, National Police
(Consensus effect Agency-Cyber Terror Response Center,
= Consent Judgment) Ctonieni Dispute Resolution Committee,
eilc.
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THANK YOU!

E-mail : okbang@nipa.kr

(NIPA) http://www.nipa.kr

(ECMC) http://www.ecmc.or.kr

(e-Trust) http://www.etrust.or.kr

(Automatic Consulting System) http://lex.ecmc.or.kr
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