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BACKGROUND
TO THE

On the 10th of July, 2021, the
Pilot Project for resolving
disputes, arising from
complaints filed at the Urja
Mahila Helpdesk, through
Online Mediation, was
inaugrated. This is the first time
in our country that Online
Dispute Resolution (ODR) has
been utilized for such a cause.
This initiative by the MPSLSA will
hopefully set an example for
other states looking to resolve
disputes in a remote manner,
completely online.

Sama is is very proud to be the
Technical partner for this pilot
project. Sama is an Online
Dispute Resolution Institution
that has been recognized by the
Ministry of Law and Justice and
now has presence in over 243
cities in India.

The COVID-19 pandemic has
forced judicial bodies to adopt
online processes and through
ODR mechanisms, parties can
resolve disputes remotely, which
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gives parties the comfort of
home, as well as the benefits of
asynchronous communication
and strict timelines. Many of
these disputes are petty
neighbourhood problems, family
disputes and the like, which can
be resolved through effective
mediation, thereby easing the
overall burden on courts. While
Smt. Giribala Singh laid the
foundation for this project, Shri
Dharminder Singh Rathod has
been a guiding force throughout.
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WORKFLOW SUMMARY

STEP 1
A potential Complainant calls -y
the Madhya Pradesh Police

Helpline or the Mahila
Helpdesk Helpline

STEP 2

®
The Police Officer refers the ® ®
case for Mediation, if suitable H A
STEP 3

A Qualified Mediator is
appointed and a notice is sent
to the parties

STEP 4

Online Mediation commences
via SAMA Video Conference,
SAMA Chat, or Phone

STEP 5

If the dispute is settled, a
standard Settlement Report is

created
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STATISTICS
OVERVIEW

TOTAL CASES = 4215

Settiement

The Settlement Rate measures the
net rate of effective cases where a
dispute has been successfully
resolved.

Consent

The Consent Rate measures the
net rate of effective cases where
parties have consented to the
process.

TOP FIVE MEDIATORS
Shahid Mohammad

Sandeep K Nema

Manisha Shukla

Lalaram Meena

Anshuman Sharma

Through this pilot project,
we have observed a 37.4%
settlement rate from 4215
cases. Shahid Sir has been
the top mediator having
settled over 200 cases.

*Excluding Non-Starter Cases from the Total
*Consented includes Settled & No Settlement Cases

No Settlement

1436

Consented’
4 >
388 681

No Consent

\

1783 910

Non Starter Settled

TOP FIVE THANAS

PSC Kantomet
PSC Ghamaapur
PSC Mahila Thana
PSC Civil Line

PSC Aghaartaal

44 Cases were settled
from those filed by PSC
Kantomet in Jabalpur,
the highest in all districts.
As Thanas get used to the
platform, we expect these
numbers to rise.

#All Data is as on 3pm, 13th September.
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STATISTICS
BHOPAL

TOTAL CASES =1062

363

Consented

36.3"/ Settiement
(0]

Rate* . ‘

The Settlement Rate measures the

net rate of effective cases where a
dispute has been successfully 125 180
resolved.
No Settlement No Consent
Consent 61 3 ‘
%
* o (o}
Rate
470 215
The Consent Rate measures the
net rate of effective cases where
parties have consented to the
proces Non Starter Settled
MEDIATORS 6 TO 8 TOP FIVE THANAS
Sarita Jain Kochhal ' PSC Govindpura
Pradeep Kashyap “ PSC Jahangirabad
Mufazzal Hussain ! PSC Kolar Road

PSC Kamala Nagar

PSC TT Nagar
In Bhopal a settlement rate 26 Cases were settled
of 36.3 % was observed. from those filed by PSC
The total cases filed in Govindpura in Bhopal,
Bhopal amount to 1062. the highest in the district.

As Thanas get used to the
platform, we expect these
*Excluding Non-Starter Cases from the Total numbers to rise.
*Consented includes Settled & No Settlement Cases
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STATISTICS
GWALIOR

TOTAL CASES =1258 ‘
354

Consented’
31 50/ Settiement
o 0
Rate* o
The Settlement Rate measures the
net rate of effective cases where a
distpu:e has bee:1 successfully 107 239
resolved.
No Settlement No Consent
Consent 5154 5
570 217
The Consent Rate measures the
net rate of effective cases where
parties have consented to the
process Non Starter Settled
MEDIATORS 9 TO 11 TOP FIVE THANAS
Swaraj Puri PSC Mahila Thana
Rakhi Singh Chouhan PSC Janakganj
Jyoti Kulkarni PSC Hazira
PSC Gwalior
PSC Bahodapur
In Gwalior a settlement 37 Cases were settled
rate of 31.5 % was observed. from those filed by PSC
The total cases filed in Mahila Thana in Gwalior,
Gwalior amount to 1258. the highest in the district.

As Thanas get used to the
platform, we expect these

*Excluding Non-Starter Cases from the Total numbers to rise.
*Consented includes Settled & No Settlement Cases
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STATISTICS
JABALPUR

TOTAL CASES =1895

719
Consented
41 50 Settiement
o /O %
Rate » .
The Settlement Rate measures the
net rate of effective cases where a
distputte has bee:1 successfully 156 262
resolved.
No Settlement No Consent
Rt 6244 N
743 478
The Consent Rate measures the
net rate of effective cases where
parties have consented to the
process Non Starter Settled
MEDIATORS 12 TO 14 TOP FIVE THANAS
Sunil Nema ~ PSC Kantomet
Meera Sinh PSC Ghamaapur
Neena Khare \ PSC Civil Line
PSC Aghaartaal
PSC Kundam
In Jabalpur a settlement 44 Cases were settled
rate of 41.5 % was observed. from those filed by PSC
The total cases filed in Kantomet in Jabalpur,
Jabalpur amount to 1895. the highest in all districts.

As Thanas get used to the
platform, we expect these

*Excluding Non-Starter Cases from the Total numbers to rise.
*Consented includes Settled & No Settlement Cases



BRIDGING
THE GAP

CASE MANAGERS

A Case Manager is
someone who
supports all the
parties in a dispute
to get the best
from the process,
they help all the
parties with using
Sama’s platform.

Case Managers are a vital part
of Online Mediation. They
assist every stakeholder
(Police Thanas, Mediators,
Complainants) with the
process. Sama's Case
Managers are highly
dedicated, meticulous, and
well versed with the Hindi
Language. In the final
feedback survey, no Mediator
has rated our Case Managers
below 4, out of a maximum of

5, testament to their diligence.
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94%

CASE MANAGERS RECEIVED
EITHER THE HIGHEST
OR THE SECOND HIGHEST
RATING POSSIBLE

Sama’s Case Managers also
undertook training for the
Thanas of all three districts, so
that the process may become
smoother and police
personnel feel more
comfortable with using the
platform. Case Managers have
helped resolve numerous
cases in this pilot project.
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FEEDBACK FROM MEDIATORS

93% OF MEDIATORS
WANT THE PILOT
PROJECT TO CONTINUE

When asked whether they
would want the Pilot Project to
continue, 93% of the mediators
said ‘Yes' while the remaining
were undecided, and nobody
answered with ‘No’. Below is
some of the feedback received
from Mediators on Online
Mediation.



SUCCESS STORIES

Through this pilot project, over
910 disputes have been settled.
Within 60 days!

The online nature of the
dispute resolution mechanism
has also eased the burden of
parties and increased access to
justice. While stories of the
success of this pilot abound,
we have noted down a few
here to showcase the impact
that Online Dispute Resolution
can have on the lives of people.

Wednesday, 18 August 2021

Me beti

hme apse matbedh ko smjane me
bahut khusi hui muje meri beti ka

matbedh se santust hu App ke lie

bhahut dhanyabad krna chaunga

7:29 pm

Parties after resolving a case
via Online Mediation
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Hello Sir, kindly give your feedback. Aapka
aur ka case settled/ samjhauta
hogya hai. Aapka experience share kare
hamare saath. THERR, HUAT 30T Afdfehar
TS

Y ¢ 36 S hieda € |

YT 2:01

pm

Mame apse bat karke apke samjhane par
him logo ko bahut accha. Laga or bahut hi
acchi bat mame apne batai humko bahut
accha laga or bahut acchi life chal rahi h
ab him dono ko koi dikkat nahi h thank.s

Dhayawad Sire> [, .
1 Unread Message

Ok mame thank.s [,

GJ GHISLO JHARIYA

PETITIONER, JABALPUR

R RAMKHILAWAN

RESPONDENT, JABALPUR
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SUCCESS STORIES - I

The Pilot Project has helped
the lives of many by giving
people an opportunity to
resolve their disputes from the
comfort of their own homes.

(Below) A Police Officer obtains a physical signature
to verify the settlement award generated online

(Above) Disputing Parties resolved their dispute
easing tensions and rebuilding relationships

GS GARIMA SINGH

KUNDAM THANA, JABALPUR

(Above) Successful Resolution of Disputes has
a visible impact on the well-being of people



MEDIA COVERAGE

Online dispute redressal prog launched in Madhya Pradesh

Sunday, 11 July 2021 | Staff Reporter | Bhopal

SHARE A new chapter of online dispute redressal has started under the joint aegis of Madhya Pradesh State Le
0 Services Authority, Madhya Pradesh Police, World Bank and SAMA in a program was inaugurated by the

Justice of Madhya Pradesh, Mohammad Rafiq.The programme was concluded in the presence of Justice
Srivastava, Executive Chairman of Madhya Pradesh State Legal Services Authority and Vivek Johri, Direct
of Police.

g This program is being started as a pilot in Bhopal, Jabalpur and Gwalior districts. The facilitator of the
Secretary, Madhya Pradesh State Legal Services Authority Giribala Singh, who has continuously innovat
field of dispute resolution in the last several years and these works have been appreciated by the High

TT the general public.lt is often seen that the resolution of many disputes, especially those based on fam
ba(kgmund or personal relatmnshjps is nol posswble in !he formal legal syslem Many such cases ale
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Humara Metro, August 18th, 2021
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Online Dispute
Redressal prog launched
in Madhya Pradesh

The Pioneer, July 11th, 2021
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PAGE 13

ACKNOWLEDGEMENTS

Ad ¢
b3 N
N ,‘?r}

s ¢
70 jysTic®

DISTRICT SECRETARIES

Shri Sanjay Pal Bundela,
Shri Manish Thakur and
Shri Galib Rasool have
been excellent pillars of
support for this pilot.

MEDIATORS & TEAM SAMA

Lastly, we are extremely
grateful to the 40 Mediators
who worked on this, 50+
Case Managers and the
entire Sama Core team for
this project, all of whom have
made this pilot a success.

SHRI DHARMINDER SINGH
RATHOD

We would like to thank
Honorable Member Secretary
Shri Dharminder Singh Rathod
for his continued guidance
throughout this pilot project.
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POLICE PERSONNEL

Additional SP Smt. Pinky
Jiwnani, DSP Smt. Nidhi
Saxena, DSP Shri Nagendra
Singh, Addnl. SP Shri Satyendra
Singh, DSP Smt. Pooja Pandey
and all 91 Police Thanas have
been vital for this project
running smoothly.
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ACKNOWLEDGEMENTS - i

MEDIATORS

Abhay Gupta, Anjali Nayak, Ankita Mathur, Anshuman Sharma, Archana
Tiwari, Arpit Nema, Bahadur Singh Tomar, Divya Singh, Satyendra Jain,
Tanushree Singh, Harish Diwan, Jyoti Kulkarni, Jyoti Sharma, Lalaram
Meena, Manish Borasi, Manisha Mukesh Jain, Manisha Shukla, Meera
Sinh, Mufazzal Husain, Neena Khare, Pallavi Sharma, Parvez Khan,
Pradeep Kashyap, Rakhi Singh Chouhan, S.N. Khare, Saarita Kosti, Sachin
Sahay Shrivastava, Sandeep Kumar Nema, Sarita Jain Kochhal, Shabir
Ali, Shahid Mohammad, Sudha Shrivastava, Sudhir Kumar Kochar,
Sumana Chatterjee, Sunil Nema, Sunil Shrivastava, Sushila Singh, Swaraj
Puri, Uttam Kumar Nag, Vimla Khare

CASE MANAGERS

Abhishek Kushwaha, Abhishek Mishra, Akshat Jain Kochhal, Ananya
Gupta, Anuja Dubey, Apoorva Kesarwani, Aradhya, Arpita Singh,
Celestina Maria, Chitra Jalal, Deepanshi Dwivedi, Dipanwita Gorai, Dipika
Jha, Gautami, Hemant Fating, Jaiwant Deshlahara, Kanika Duggal,
Kanishka Pandey, Khushboo, Khushi Singh, Khyati Tongia, Mahimashree
Kar, Mansi Singh, Manya Khanna, Meenal Patil, Monisha Chatterjee,
Nisha Bhaskar, Palak Maheshwari, Payal Sharad Mehta, Prachi
Chowdhary, Queency, Rasmani Raghuvanshi, Richa Jha, Ritika Rajawat,
Rohit Kulkarni, Ronita Halder, Sahil Kapoor, Saman Rizwan, Sayani
Gupta, Shayanul Haque, Shikha Madheshiya, Shipra Gupta, Shivangi
Shrivastava, Shivani Garg, Shreya, Shristi Singh, Suprabha Prusti,
Sushmita Das, Suraj Agarwal, Tejal Deora,Vaishnavi Kaishav, Vrinda
Khanna

CORE TEAM

Rohit Sharma (State Co-ordinator), Vividha Gupta (Core Manager),
Smeeksha Pandey (Core Manager — Jabalpur), Shaista Niyaz (Core
Manager - Gwalior), Aditya Agarwal (Core Manager — Bhopal), Ankita
Rawat (Core Manager), Ataliya Kalam (Core Manager), Syed Mohd
Tayyab (Core Manager), Sushmita Sen (Core Manager), Ajitesh
Priyadarshi (Operations), Divyesh Rao (Operations), Pranjal Sinha
(Co-Founder), Akshetha Ashok (Co-Founder), Vikram Kumar
(Co-Founder), Jishnu Veettil (Operations), Pushpendu Ghosh
(Technology), Paul T Thottan (Communications)
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ACKNOWLEDGEMENTS - il

JABALPUR POLICE THANAS

PSC Aghaartaal, PSC Barela, PSC Bargi, PSC Belbagh, PSC Bhedghat,
PSC Chargava, PSC Civil Line, PSC Gadh, PSC Ghamaapur, PSC
Ghamriya, PSC Gohalpur, PSC Gorabazar, PSC Gorakhpur, PSC Gosalpur,
PSC Gwartighaat, PSC Hanumantaal, PSC Kantomet, PSC Katangi, PSC
Kotwali, PSC Kundam, PSC Laardganj, PSC Maadhotaal, PSC Majhouli,
PSC Mandan Mahal, PSC Omti, PSC Paatan, PSC Panaagar, PSC Raanjhi,
PSC Sahpura, PSC Sanjivninagar, PSC Sehore, PSC Tilwara, PSC
Vijaynagar

BHOPAL POLICE THANAS

PSC Jahangirabad, PSC Kolar Road, PSC Nishatpura, PSC T T Nagar, PSC
Habibganj, PSC Kamala Nagar, PSC Bairsiya, PSC Chhola Mandir, PSC
Govindpura, PSC Baagsevniya, PSC Shaajnabad, PSC Kohefiza, PSC
Bairagad, PSC Gautam Nagar, PSC Station Bajriya, PSC Gandhinagar,
PSC Tila Jamalpura, PSC Piplani, PSC Aishbagh, PSC Misrod, PSC
Hanumanganj, PSC Ashok garden, PSC Shahpura, PSC Raatibad, PSC
Bilkhiriya, PSC Gunga, PSC Nazirabad, PSC M P Nagar, PSC Khajuri
sadak, PSC Talaiya, PSC Ayodhyanagar, PSC Entkhedi, PSC Parwaliya
Sadak, PSC Chunabhatti, PSC Mangalwara, PSC Awadpuri, PSC Kotwali,
PSC Sookhisevniya, PSC Katara hills, PSC Shyamla hills

GWALIOR POLICE THANAS

PSC Gwalior, PSC Madhoganj, PSC Janakganj, PSC Bahodapur, PSC
Mahila Thana, PSC Gola ka Mandir, PSC Maharajapura, PSC Padav, PSC
Morar, PSC Dabra, PSC Purani Chawani, PSC Kampoo, PSC Girwai, PSC
Thatipur, PSC Hazira, PSC Inderganj, PSC Bhitarwar, PSC Dabra Dehaat,
PSC Jhaansi Road, PSC Vishwavidyalaya, PSC Kotwali, PSC Pichhor, PSC
Mohana, PSC Biloun



