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On 19 April 200 1, th e Minister for 

Comm uni cat i o ns, Inform ati o n 

Technology and the Arts, Senator H.icha rel 

Alston, released the second report on the 

operation of the co-regulatory scheme for 

Intern et content , covering the period 

J July to 30 December 2000. The report 

in c lud es an account of activ iti es 

undertaken by the ABA in implementing · 

components of the scheme. 

One of the ABA's key functions under 

the scheme is investigation of complaints 

about Internet content, and the ARA re­

ce ived 290 such complaints during the six 

month peri od . 'Prohibited con ten t' was 

loca ted in 139 cases, w ith the ABA taking 

action in relati on to 203 items of con tent. 

One-third of these items vvere hosted in 
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Australia and were the subject of take­

clown notices issued to the content hosts. 

The remaining two-thirds were hosted 

outside Australia (predominantl y in the 

United States) and were notified to the 

makers of content filter software. The 

chart shows break-up of all comp lain ts 

received in 2000, by type o f content and 

location of content host. 

Of the complaints received in the period 

1 Jul y to 30 December 2000, 55 per cent of 

all prohibited items were ca tegorised as 

ch ild pornography, and these were re­

ferred to the Austral ian Federal Police ( in 

the case o f content hosted outside Aus­

tra lia) and/ or the re levant State or Terri­

tory police service ( in the case o f content 

that was hosted in , or appea red to he 

uploaded from, Australia) . 

Au stralia 

- Outside Australia 

0 
Prohibited/ Not prohibited 

potentially proh1bilted 

Invest igation outcome 

MAY 2001 

International interest in 
the ABA's online complaint 
hotline 

In commenting on the complaint sta tistics, 

Professor Flint noted rhe continuing high 

level of international interest in the AI3A's 

complaint hotline, and the fact that the 

hotline in corpo rates measures that · 

international ly regarded as 'best practice. ' 

Two recent international conferences 

turn ed the spotlight on the ABA's hotline 

and w hy it is seen to he working effec­

ti vely . 

Internet governance- Who Controls 
the Internet? 
Eighty-five key industry experts, policy 

makers and academics met in Berlin on 

6 April 2001 at an intern ational forum 

entitl ed 'Internet Governa nce-Who 

Controls th e Intern et?' H osted by th e 

I3 e rt e lsmann and Fredr i ck Ebert 

Foundations, the forum considered media 

poli cy issues relating to the challenges 

and opportuniti es for co-regu lation of the 

Internet. 

The German Federa l Min ister for Jus-

ti ce, Professor Dr Herta Da ubler-Gmelin , 

prov ided the keynote address focusing 

on both Internet structure and content 

issues . W hile the Internet ca lls into ques-

tion conventional approaches to regula-

tion, approaches that insp ire trust are 

important and a new culture of responsi · 

biliry is developing. This set the scene for 

panel sessions on current co-regu latory [> 
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structu ral and content approaches, and 

the forum concluclecl with a debate on the 

possibili ti es and limitations of Internet 

regulation. As chair of hoth panels, Dr 

Marcel Machi !! , D irecto r of Media Policy, 

Bertelsmann Foundation stated that , 'If 

we observe the extent to wh ich regula­

ti on principles are realised in practi ce , we 

ca n identify a seri es of exarnp les that ca n 

serve as bui ld ing blocks for a co-regu la­

tory system for the Internet' . 

The first panel sess ion looked at the 

lessons to he learned from the structure 

adopted by the Internet Corporation for 

Ass igned Names and Numbers (ICANN). 

This organisa ti on co-ord inates the system 

of name all oca tion on the Internet, con­

tro ls the assignment of IP addresses, de­

ve lo ps new stand ard s for Intern et 

protocols and organises the root-se rve r 

system on th e Net. The panel also exa m­

ined mechanisms used recently for the 

election of some ICANN directors where 

every Internet user was invited to parti ci­

pate. 

While different views exist on ICANN's 

success to date as an cxa rnpk o f 

supranational and part icipatory co- regu­

lation, parti cular characteri sti cs of the 

ICANN moc.ld highlight new means of 

Internet governance. Th ese characteris­

tics include ICANN's position as a pri va te, 

non-profit organisa ti on that builds hri clges 
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betwee n stak eho lders to foc us o n 

transnationa l problems that the individual 

parties are un likely to solve on their own. 

These point the way towards effective 

mechan isms for d igita l data protect ion , 

copyright, privacy , and freedom of ex­

pression and f1ow o f information on the 

Internet. 

The second panel presented parti cular 

initiati ves such as labe ll ing so ftwa re, 

hotlines, codes of practi ce and iHea lth 

standards that foster user trust and pro­

vide protection for children and other 

potential ly vulnerable users. It drew on 

work clone by the Bertelsmann Founda­

tion 's Internet content experts· network 

that had reported in Singapore in Febru­

ary 2001. The ABA is a member of this 

network . 

The ABA's Director , Policy and Content 

Regul at ion, Andree Wright presented 

Austra lia 's online content complaints 

hotline as a co-regul arory case study. The 

hotline's overall context was emphasised 

as it is positioned w ithin a scheme that 

includes industry codes of practi ce and 

community educa tion , and has ro les fo r 

government, industry and the commu­

nity. Factors seen as contribu ting to the 

success of the hotline to elate include the 

ability fo r users to lodge complaints elec­

troni ca ll y; procedures that facili tate re­

view o f decisions and regular reports on 

At the conference: (L-R): Michael Schneider (Schneider & Schollmeyer), Andree Wright, 
(ABA); Dr Marce l Machill (Director of Media Policy, Bertelsmann Foundation); Ola Kri stian 
Hoff (Director Europe, Internet Content Rating Association); Dr Ahmed Risk (Director, 
Internet Hea lthcare Coalition) 
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the operation of the hotli ne; auicl the 

provision of filters by ISPs to users. Other 

factors include the emphasis on c ommu­

nity educa ti on init iatives and rrhe co­

operat ive relationship between i nclustry 

and government that includes shari ng 

the costs associated with the ,cheme. 

Other participants cited inclucl iing the 

Andree Wright, ABA 

complaints-based nature of th e scheme, 

the we ll -clevelopec.I industry codes of 

practi ce and th e links with enforcement 

agencies fo r dea ling w ith ill ega l material 

such as ch ild pornograph y. 

O la-Kristian Hoff, Directo r Europe, 

Internet Content Ratings Associat ion spoke 

about the Internet Content Ratings Asso­

ciat ion OCH.A) ~rnd its labe lling system. 

!CH.A is an independent, internati onal, 

non-profit , va lue neutral body com mittee! 

to the protection of children and free 

speech. It is also an initi ative that is 

supported hy industry. It aims to provide 

a free and transparent , voluntary system 

that a!J m,·s contenr providers to assess 

their o\\'n content against neutral ICRA 

descriptors. Different templates can he 

created that utilise these descriptors , for 

example. by pre-setting \'alues according 

to a knc)\\ n scheme such as those offered 

by a national film classi fi cat ion body. The 

label is ca rri ed via the HTML in the header 

of the home page. 

Mr Hoff argued that " ·hile much ITl<tte­

ri al poses no problem at all , so lutions are 

needecl for both illegal n1~1te r ia l (such as 

child porn ography) and ma terial th at is 

potent iall y hannful to children. W here 

th e latter is the case, parents need a 

sin1ple, transparent system rhar gives them 

cho ice . Whi le 170 000 sires ha ve been 

rated world-wide and the labell ing sys­

tem is embedded in t\\·o major browse rs 

(M icrosoft Explorer and Nctsc 1pe Navi­

ga tor) , it 'v\ ill he critica l to the su ccess o f 
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th e lCFcA scheme to ensure that parti cular 

sites arre labelled , such as the top 1000 
site':i , adult-onl y sites and kids' sites. 

Dr hmac.I H.isk , Director , Intern et 

Health care Coa liti on spoke o f the inter­

nation:_tl eHea lth Code o f Ethi cs and th e 

strategy fo r its implementati on. A Boa rd 

o f Trustees is responsible fo r th e Code 

w hich has been implemented by bodies 

such as Hi-Ethi cs , Ameri ca n Accredita­

tion Health ca re Commiss ion , H on-Code, 

Nationa l Mental H ea lth Association , Kai­

se r Pe rmanente and MedCElff AIN . H.e­

search and educa ti on programs underp in 

the m ~1inten a n ce of the Code as does a 

commitment to regional development, 

continued dialogue between code and 

la" · m akers, and inst itutional support 

from o rga nisa ti ons such as the va ri ous 

p ro fess ional societies and the World 

Health O rganisa tion. 

The fo ru m att racted a h igh level o f 

media interest w ith 24 journalists ~mend ­

ing. It was recorded by a Germa n televi­

sion broadcasting station and also hroad­

c;1st l ive on the lnternet. I ts fine.lings are 

avail able ;1t www .rned ia-po l icy. org. 

Internet. Hotline Proviqers in Euro.pe 
Association 
The ho tline operated by the ABA recently 

qua lifi ed fo1· assoc iate rne n1bershir o f 

In tern et H ot l ine Prov iders in Europe 

A ss oc iati o n ([ N HOPE ) . Th e AB A 's 

Manager o f O nline Content H.egulation, 

Wchard Fraser, altended th e most recent 

of fl\'HOPE's qua rterl y members meetings 

in Stock ho lm on 1-2 fvL1rch 200 1 to 

deli\·er a presenLa tion on investiga ti on 

too ls and meth odo log ies used by the 

ABA's hotline (see box). 

Il\HOPE men1hers d iscussed a range o f 

o ther hotline-relat ed m;1tters a l the meet­

ing. A represenLati\ ·e o f th e S\\ ed ish 

po lice force demonstrated new techniques 

in image 'fingerprin ti ng· \\·h ich are assist­

ing the investigation of cases relati ng to 

chil d pornography on the Internet. New ly 

developed soft\\'are is h<: lp ing to stre;1m­

line the i11 \'estig;1ti on o f images th;1t are 

seized by poli ce in the course of an 

investig;1tion. h~ comparing ne\\ ly ob­

tained im:1gcs \\ 'ith m;1tcri; tl tha t has h ·en 

invest ig;1tec.I p re\·iously. The meeting also 
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discussed w ays o f managing the psycho­

logical welfare o f hotline staff, wh o are in 

frequent contact with material that may 

he emoti onall y disturbing. Psychothera ­

p ist Ms Jell emieke Hees explained the 

causes of psycho logica l trauma w hich 

may result from vvork ing w ith such mate­

ri al , and outlined measures to help mini ­

mise thi s, including regular counse lling 

and debrief ing for hotline staff, and main­

ta ining ph ys ica l fitness . 

exarnples from Commonwea lth , State and 

Territory governm ent agencies. Th e 

puhlica tion aims to demonstrate ways that 

e-commerce so luti o ns ca n strea mline 

bu sin ess processes for gove rnm ent 

agencies and their cli ents. 

Excellence in eGovernment 

The hotline has bee n th e subjec t of 

considerable in terest as an exa mple of 

online deli very o f govern ment services, 

and it w ill he fea tured as a case study in 

a forthcoming publica tion by the National 

Office fo r the In fo rm ation Economy on 

excell ence in 'eGovernment'. The ABA 's 

sys tem was in clud ed w ith 1 S o th er 

The ABA was also invited to make a 

presentati on on the hotl ine at the Gov­

ernm ent O nlin e Co ng ress he ld at 

Randwick on 27 and 28 Ma rch 200 1. The 

congress was attended by representati ves 

o f Commonwea lth , State and Territo ry 

and loca l government agencies w ith in ­

terest and experti se in online government 

service deli very. H.icharc.I Fraser delivered 

a jo in t presenta ti on w ith Glenn Sloan , 

Director o f Sloan Du ff & Assoc iates, w ho 

cl evelopec.I the system fo r th e ABA. The 

presentati on focused on the hotline sys­

tem's security features, w hich sa feguard 

the deta ils o f Internet content and per­

sonal in formation contained in complaints. 

The ABA's online hotline for complaints about Internet content 
The ABA provides an online complaint form on its web site, enabling people to 

make <t complaint at-the time they encounter objec;tionable material online. , 

The complaint form incorporates features that help ensure that complainants 

provide all information that the ABA requires, such as their name and contact 

details, and the details of the Internet content concerned. The fields for required 

information are highlighted on the form. If required information is missing, the 

complainant is immediately notified that the ABA may not be able to investigate 

their complaint, and is given the option to continue with the lodgement process 

or complete the form. 

The form design also incorporates features that safeguard the security and 

integrity of the information submitted by the complainants, and the form is 

isolated from the remainder of the complaint management system and the ABA's 

internal network. 

Complaints by fax or by letter are also accepted but, with a very few exceptions, 

complainants have chosen to use the online complaints lodgement system. The 

use of online technologies has helped the ABA to receive and investigate 

complaints accurately and efficiently, and to provide a timely, quality service to 

those with concerns about particular Internet content. 

After submitting a complaint, the complainant receives online confirmation that 

it has been received, and a reference number is provided automatically. Following 

investigation of the complaint, the ABA notifies the complainant of the outcome, 

usually within two working days, and does so by email whenever possible. 

Communication with content hosts, law enforcement agencies and filter software 

providers is also by email. 

To view the complaints form, go to the ABA's web site: 

www.aba.gov.au/what/online/complaints.htm. 
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