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500 MATTERS
IN FIVE DAYS?
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INTRODUCTION
Immediation is a leader in online dispute resolution (ODR). Used in 118 languages, with registered 
users across 80 countries and active claims in 23 nations. Immediation’s online services have been 
successfully accessed by 198 networks across the globe. 

Advanced security measures are in place with AWS-based firewalling, elastic load balancing and 
bcrypt encryption. The security of Immediation’s platform has been tested using similar methods to 
that of military level penetration tests. 

Immediation’s internal panel consists of 90 world-class dispute resolution experts, including former 
senior judges; among them are the former Chief Justices of Victoria and Western Australia. Unlike 
video conferencing tools built for general use, Immediation has been custom built to emulate 
courtrooms, tribunals, mediation and arbitration centres.

80

23

118

Across 80 countries. In 118 languages.

Active claims in 23 
nations.

Data source: Google Analytics
Date range: 1 Jan, 2020 - 30 June, 2020
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CAPABILITIES

“IF YOU CAN DO IT IN 
PERSON, YOU CAN DO IT 
WITH IMMEDIATION.” 

Immediation’s tech-stack is entirely scalable with no limit to the 
number of hearings or compulsory conferences which can be run 
concurrently, nor to the number of participants who are able to 
access each hearing room. Immediation has demonstrated this by 
onboarding 32 personnel within 2 days delivering 560 hearings 
over 5 days in 30 countries. 98% of those hearings were completed 
in their entirely with only 2-5% of our server capacity utilised.

Drawing on our teams’ extensive legal and advocacy experience 
Immediation’s suite of products are active all over the world, 
assisting with a wide range of use cases, from small business 
disputes to ongoing Federal Court matters. Additionally, 
Immediation offers a world-first expert neutral panel in unison with 
premium dispute management.

24/7 support.

Scalable infrastructure.

Custom development.

Live matter support.

Ticketing portal.

Dedicated specialists.

Whitelabeling.

Streamlined onboarding.

Training resources.

Legal backgrounds.
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A PERSONAL 
BRIEFING 
ROOM 
CONCIERGE?
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PRODUCTS

FEATURES

Pre-meeting concierge.

Virtual hearing rooms.

Matter customisation. 

E-Sign documents.

Bespoke toolsets.

Guided assistance.

Expert Panel.

Premium support.

Private chat.

Speciality products each with the provision of a virtual hearing or 
mediation-room that emulates the physical proceeding in every 
nuanced detail.

Comprehensive dispute management 
system and framework tailored to 
your requirements. 

A full suite of industry tools and 
premium support to ensure all cases 
are handled efficiently. 

Designed for educational 
organisations, not-for-profits and 
competitions. 

90 world-class dispute resolution 
professionals available in this 
end-to-end service.

For lawyers, mediators, arbitrators 
and firms that need technical and 
administrative support.

Brand any of Immediation’s products 
with your own company’s logo and 
style guides. 

A DIY version of the Immediation 
platform. For professionals that want 
to do everything themselves. 
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SUPPORT
Immediation’s specialist team of legal and technical operations support staff are 

able to deliver a premium 1-1 support service to ensure that matters run smoothly. 

With up-front guidance to support participants by testing their technology in 

advance to ensure it works effectively. A dedicated customer success specialist to 

run the controls of the technology (if required). Technical support within the virtual 

conference rooms, online chat, email and telephone.

Dedicated priority ticketing for urgent support queries and development requests. 

Access to user manuals and guides to all participants. Immediation’s ‘courtroom’ 

product offers additional levels of premium support to cater for unexpected issues 

that may arise during court or tribunal proceedings. Technical support is provided 

with hardware, software, internet, connectivity, firewall, virtual private network, 

audio and video issues.

24/7 support.

Legal backgrounds.

Live matter support.

Ticketing portal.

Training resources.

Streamlined onboarding.

Phone support.

Online chat. 

Email support.
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SUPPORT
Understand & Define 

Needs and Measures of 
Success

Up front communication to identify and 
clarify needs to define measures of 

success for engagement

Implement Governance 
& Relationship 

Framework
Confirm approach to governance and 

relationships management, undertake 
meetings with key stakeholders Onboarding Accelerators

Implement series of onboarding 
accelerators including:

- Group & 1-1 Training 
- Guides
- Webinars

Learning, Quality & 
Continuous Improvement 
Capture feedback from stakeholders to 
continue to improve service and product 
performance to measures of success

Effective Mission Ops  
Effective management of matter specific 
operations via Customer Success Team 
and Technical Support Team
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SUPPORT PERSONNEL

Managing Director: Laura Keily, Barrister at Victorian Bar and Experienced Solicitor.

Executive Director, Commercial: Nick Northcott, experienced business leader, skilled at change 

management. 

Relationship Manager - PEL, Kelly Hughes, experienced litigator and solicitor who has practised in 

VCAT. 

Customer Success Team Leader - PEL, Zehava Heinrich, legal and technology graduate with experience 

supporting VCAT members.

Head of Product & Technical Support, Chris Nurse, senior technology leader with experience working 

Justice system and across complex environments.
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HEADS OF 
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DEVELOPMENT
Continued success

Immediation’s development team is led by a 

Silicon Valley CTO. The tech-stack has been 

implemented with care and precision by 

Google engineering alumni. 

Immediation’s development team can work 

with IT departments to streamline their 

existing processes and minimise user 

disruption. Including the capability of 

seamless integrations across a range of 

tools via market API. 

Our development process uses git as a 

revision control system in order to track all 

modifications made to our software. All 

code changes are required to go through 

both automated tests and manual peer 

review. We use a testing version of 

Immediation in order to first determine 

acceptance before deploying live changes. 

We have processes in place to manage the 

roll-back of software and cause 

determination if required.

Technical specifications:

AWS (EC2, RDS & S3) services.

Multi-zone configuration.

Video is end-to-end encrypted.

 DDoS mitigation, monitoring and logging.

Ongoing penetration tests.

RDS-based Postgres database. 

Secured using VPC and firewalled.

Administrative access using VPN only.

Modular API. 
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CUSTOMISED 
DEVELOPMENT 
FOR COURTS?
CHECK.



KEY PERSONNEL
Immediation differs from other technology providers by offering a fully managed service 
undertaken by legal experts. Immediation has been refined numerous times by our Founder, Laura 
Keily, herself a Barrister of the Victorian Bar, drawing on an intimate understanding of the law.

Our Customer Support Team consists of individuals who have experience and training in a legal 
environment, to provide 1-1 support for individual users. They include barristers, solicitors, graduate 
lawyers and senior law students. Our managed support function provides relationship 
management at every level of hierarchy, from senior litigators who are able to work directly with 
Members, through to our Customer Support officers who are junior legal professionals, able to 
brief and train other participants. 

Each Customer Support Team member is bound by a confidentiality deed poll and has been 
instructed to comply with any confidentiality orders.
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SUPPORT 
TECHNICIANS 
WITH LEGAL 
BACKGROUNDS? 
CHECK. 
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CONTACTS

Nick Northcott
Executive Director, Commercial
 
BSc, BCom, MBA, GAICD, 
PRIMed

e nick.northcott@immediation.com

m: +61 417 610 557

Laura Keily
Founder & Managing Director

BSc, LLB (Hons), MCommrclLaw, 
GDipDisRes, GAICD, FCIArb  

e laura.keily@immediation.com

m: +61 437 773 522


