
 

 

CEF TELECOM – 2018-4 CALLS FOR PROPOSALS 
 

FREQUENTLY ASKED QUESTIONS 
 

Online Dispute Resolution (ODR) – version  

3 October 2018 

 
 
Commonly used abbreviations in this FAQ 
 

ADR Alternative Dispute Resolution 

ODR Online Dispute Resolution 

XSD  XML Schema Definition 

 
All information in blue has been updated since the previous version. 
 
 
1. What is the difference between this call and the 2015-2 ODR call? 
 

There are differences as regards the eligible applicants and the activities to be supported.  
 
This 2018 call is open to online traders and e-commerce platforms that sell to consumers, as well 
as to the ADR entities listed on the ODR platform (at 
https://ec.europa.eu/consumers/odr/main/?event=main.adr.show2), provided that they are 
located in an EU Member State, Norway, or Iceland. The call will support the deployment of 
software solutions allowing the interoperability of the applicants’ own case management or 

customer complaint handling systems with the ODR platform’s eDelivery Access Point.  

 
The CEF Telecom 2015 call for proposals was open only to ADR entities. They could apply for 
financial support so that they could interoperate with the ODR platform. 
 
 
2. Is an ODR contact point eligible to apply for funding under this call? 

 
No. As stated in section 6.1 "Eligible applicants" of the call text, only three categories of entities 
are eligible: the ADR entities listed in accordance with Article 20(2) of Directive 2013/11/EU and 
registered electronically with the ODR platform in accordance with Article 5(6) of Regulation 
524/2013/EU, online traders, and e-commerce platforms.  
 

An ODR contact point is neither an ADR entity, nor an e-commerce platform, nor an online trader, 
and is therefore ineligible. 
 

 
3. Where can I access the national lists of ADR entities?  
 
The list of national ADR entities notified to the European Commission is available here:  

https://ec.europa.eu/consumers/odr/main/?event=main.adr.show2.  
 
The notified ADR entities have received the positive assessment of their national authorities as 
regards the requirements of the Directive 2013/11/EU of the European Parliament and of the 
Council of 21 May 2013 on alternative dispute resolution for consumer disputes and amending 
Regulation (EC) No 2006/2004 and Directive 2009/22/EC (Directive on Consumer ADR). 
 

The ADR entities which are not yet included in this list, but believe they comply with the 
requirements of the aforementioned Directive and would like to be published on the ODR platform, 
should consult their Member States’ authorities responsible for implementation of the legislation on 
consumer ADR.  

 
 

4. How can an ADR entity notified to the Commission interact with the ODR platform? 

https://ec.europa.eu/consumers/odr/main/?event=main.adr.show2
https://ec.europa.eu/consumers/odr/main/?event=main.adr.show2


 

 

 

There are three ways for an ADR entity, which is notified to the Commission, to interact with the 
EU ODR platform: 

 
1. No interoperability: the ADR entity handles the disputes received through the ODR 
platform using the case management tool offered by the ODR platform.  
 
2. Manual exchange of data: the ADR entity can decide to export the case data (in .pdf or 

in .xml format) received through the platform and continue their work using their own case 
management software.  
 
In this case, ADR entities are still obliged to enter some case data on the ODR platform 
manually. The case outcome will also have to be written or manually uploaded on the ODR 
platform.  

 
3.  Full interoperability: the ADR entity’s case management software includes a solution to 

communicate directly with the EU ODR platform through web services (B2B exchange 
through eDelivery – please see Q8 below). 

 
Grants from this call may be awarded to proposals aiming to implement full interoperability 
between the systems of ADR entities and/or their online gateways, and the EU ODR platform, 

linking notified ADR entities that will be fully interoperable with the EU ODR platform. 
 
 
5.  How can a trader or an online marketplace interact with the ODR platform? 
 
At present, the traders receiving complaints via the ODR platform have to respond to the 
complaints via traders’ dashboard in the ODR platform. Once the dispute is referred to an ADR 

entity, the case is resolved electronically and all communication takes place within the ODR 
platform, unless the ADR entity and the parties decide otherwise. 

 
The traders and online marketplaces can upload attachments in the platform, and they can 
download the case outcomes once an ADR entity has resolved the case. The ODR platform 
currently does not allow the traders or online marketplaces to export the case data manually.  

 
This call aims to allow the traders and online marketplaces full interoperability between their own 
backend systems and the ODR platform through web services (B2B exchange through eDelivery, 
please see Q8 below).  
 
The solution will allow the beneficiary to: 

 review the complaints received via the ODR platform 

 submit unresolved consumer disputes to the ADR entities using the ODR platform 
 
 
6. Does this call support a gateway/interface that enables ADR entities, which are 

notified to the Commission, to receive notifications from the ODR platform? 
 
Yes, such a gateway/interface is eligible for CEF funding under this call. Attention should be paid to 

the eligibility of the applicants: if such a gateway is managed by a body which is not an ADR entity 
notified in accordance with Article 20(2) of Directive 2013/11/EU and registered electronically with 
the ODR platform in accordance with Article 5(6) of Regulation 524/2013/EU, the proposal should 
be submitted by one or more notified ADR entities using this gateway.  
 
The gateway/interface must develop or use an existing system that is interoperable with the 

eDelivery service as specified under Q8 below. The software product or service used for the 
gateway/interface to interoperate with the ADR entities it links to can be chosen by the applicants, 
but it should be taken into account that this has to work with CEF's eDelivery AS4 message 
exchange protocol (https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/eDelivery+AS4). The 
data exchange model used by the EU ODR platform is based on the XML standard and CEF's 
eDelivery AS4.  

 

 

https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/eDelivery+AS4


 

 

7. Regarding the interoperability with the ODR platform, and in order to align proposals 

accordingly, should the applicants implement the same technical specifications as the 
access points of the CEF eDelivery building block? 
 
Not necessarily. The technical solution to be proposed should be aligned with the objectives of the 
CEF Telecom 2018 Work Programme. The CEF eDelivery building block is currently the only option 
other than using the ODR platform dashboard or (for the ADR entities) exporting the case data 
manually.  

 
The technical specifications are the eDelivery AS4 Profile, a profile of the ebMS3 and AS4 OASIS 
Standards, which is available online for download: 
https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/eDelivery+AS4.  
 
The Access Point deployed for the ODR platform is based on the CEF eDelivery sample 

implementation Domibus: 
https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/Domibus 

 
The applicant can choose to deploy the Access Point software either based on Domibus, the CEF 
eDelivery sample implementation, or can choose to deploy another implementation (commercial or 
open source) as long as it conforms with the technical specifications of the eDelivery AS4 profile. 
The list of conformant implementations can be consulted online: 

https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/eDelivery+AS4+conformant+solutions 
 
If the applicant chooses to go for Domibus implementation of the Access Point, the dedicated DIGIT 
eDelivery support team (CEF-EDELIVERYSUPPORT@ec.europa.eu) can assist with the deployment. 
In addition, they can provide the special PMode Access Point configuration file (network topology 
definition, security policies, etc) and give the support for eDelivery Conformance3 and 
Connectivity4 testing services. 

 
 

8. What is the overview of the procedure applicants will have to follow to interoperate 
with the ODR platform? 
 
Entities that wish to interoperate with the ODR platform will need to: 

 
1. Set up an eDelivery AS4 Access Point including the configuration of the security certificates 

aligned with the ODR Access Point, and perform basic connectivity testing with the ODR 
platform Access Point; 

2. Adapt own case management/complaints management systems (CMS) to send and receive 
messages via eDelivery infrastructure from the first point; 

3. Test the solution in the acceptance environment and deployment in the production 

environment. 
 

The CMS backend has to connect to the AS4 Access Point in order to send/receive messages 
to/from the ODR Access Point in line with the four-corner eDelivery model as simplified below: 

 

https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/eDelivery+AS4
https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/Domibus
https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/eDelivery+AS4+conformant+solutions
mailto:CEF-EDELIVERYSUPPORT@ec.europa.eu


 

 

 

 

 
A beneficiary can initially setup its own internal Access Point for development and connectivity 
testing. Once the beneficiary’s own system is upgraded, the properly deployed Access Point is 
necessary on beneficiary side (in Acceptance and Production environment) in order to test and 
comply with the ODR technical rules & messaging protocol. The ODR platform offers the eDelivery 
Access Point in acceptance environment for the testing purposes. 
 

In order to estimate the work needed to install the eDelivery AS4 profile, please consult: 

 
 The general information provided on the CEF Digital website:  
https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/eDelivery  

 The CEF profile of the ebMS3 and AS4 OASIS Standards: 
https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/eDelivery+AS4 

The list of conformant implementations can be consulted online: 

https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/eDelivery+AS4+conformant+solutions 

XSD schemas and corresponding XML data for adapting the beneficiaries’ own systems to the ODR 
platform rules will be made available to them by the European Commission. A test of sample data 
in the acceptance environment will also be organised by the Commission. 
 
 

9. The deployment of an e-Delivery Access Point(s) is foreseen in the call text. Could e-
CODEX be considered as an alternative to e-Delivery in the context of this call, in case 
proposals envisage the connection to ODR through e-CODEX?   
 
No, the e-Delivery set-up of the ODR platform does not currently support the use of e-CODEX. 
 
While e-CODEX uses e-Delivery Access Point(s) compatible with the AS4 message exchange 

protocol, it also adds other components and is subject to the set of national rules. At this moment, 
the ODR platform is not adapted for these specific components. An additional difficulty in re-using 
e-CODEX infrastructure is that not all e-CODEX Access Points supports multitenancy. For Domibus, 
multitenancy is only supported since version 4.0 was released on 21/09/2018. 
 
Therefore, under this call, e-CODEX is not considered as a suitable alternative e-Delivery solution 
to interoperate with the ODR platform.  

 
 
10. Within the ODR network, will ADRs be listed on an SMP and will the ODR platform be 
listed on an SMP? Will there be an SML? 

Member State X Member State Y 

Backend system Backend system Backend system Backend system 

https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/eDelivery
https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/eDelivery+AS4
https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/eDelivery+AS4+conformant+solutions


 

 

 

The ODR interoperability feature uses e-Delivery Access Points only, without an SMP/SML. 
Therefore, this technical aspect does not need to be clarified in a proposal. 
 
 
11. How are ADR/ODR digital certificates managed? 
 
The ODR interoperability feature uses the CEF PKI Managed Service to create, manage, distribute, 

store, and revoke digital certificates. Please see the following page for further information: 

https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/PKI+Service 
 

https://ec.europa.eu/cefdigital/wiki/display/CEFDIGITAL/PKI+Service

