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Mission:
Improve quality and integrity of Web sites through 

investigative reporting, guidelines, and ratings
Guidelines (April 16, 2002):
• Identity: Tell us name, address, phone number, purpose

• Advertising and Sponsorships: Don’t hide anything

• Customer Service: Be upfront about costs

• Corrections and Currency: Correct false information

• Privacy and Security: Do your best to protect

Consumer Reports WebWatch
www.consumerwebwatch.org



Guideline: Customer Service
(‘Endorsed’ By U.S. State Dept.; 300+ Sites ‘Pledge’ to Uphold; Used to Rate)

Sites engaged in consumer transactions should clearly disclose relevant 
financial relationships with other sites, particularly when these relationships 
affect the cost to a consumer.

Sites should clearly disclose all fees charged, including service, transaction 
and handling fees, and shipping costs. This information should be disclosed 
before the ordering process begins.

Sites should clearly state and enforce policies for returning unwanted items or 
canceling transactions or reservations.

Signatories: New York Times, Barnes & Noble, Monster, Orbitz, ING, CNN, 
Earthlink, WebMD, Eastman Kodak, Adobe, Aetna, Hilton, Marriott














