CSC Effectiveness Review Assessment Matrix 
(version 15 November 2018)

	
	Metric
	Assessment
	Outcome

	1. 
	CSC monitors the performance of the IANA naming function against agreed service level targets on a regular basis
	The CSC conducts monthly meetings to assess the performance of the IANA naming function against agreed services levels. These meetings provide an opportunity for the CSC to discuss the monthly reports provided to them by IANA and gain an understanding of reasons why agreed service level targets may not have been met and whether any action is required to address any identified problems. 

Written reports are distributed widely within the community, including the ccNSO and GNSO, and are also made available on the CSC wiki https://www.icann.org/en/csc/reports 

The CSC has developed and published a CSC Practices document that details the manner that they consider issues and conduct meetings etc. https://www.icann.org/en/system/files/files/guideline-csc-practices-24mar17-en.pdf
	Achieved

	2. 
	CSC analyses monthly reports provided by PTI and publishes their findings
	
	

	3. 
	CSC follows up where required on any performance issues identified and agrees on a plan for resolution with PTI and ICANN
	The CSC discusses anomalies in the monthly reports with PTI and reported with explanation:  no further action deemed necessary	Comment by Austin, Donna: This sentence doesn’t make sense to me. Anyone else have the same problem?
	Comment by Martin Boyle: I agree!  How about, “CSC discusses with PTI any incidents where the PTI monthly repord identifies that SLAs are not being met.  To date there have been no cases where further action has been deemed necessary.”?

All meetings are recorded along with notes, and both are published on the CSC wiki:
	Achieved

	4. 
	Where appropriate, the CSC requests a review or change of a service level.
	The CSC has initiated a process to review ,of  and the process to instigate minor amendments to,  SLAs based on its assessments of PTI’s monthly reports. This includes the ability to, as well as recommendations theo creation of newe SLAs where applicable. 	Comment by Martin Boyle: Something wrong with the proposed edit, I think.
	Achieved 

	5. 
	Where appropriate the CSC undertakes remedial action to address poor performance in accordance with the Remedial Action Procedures
	The CSC has not encountered anyNo incidents that have have required follow up or any form of remedial action.  The CSC reviewed and revised the Remedial Action Procedures (RAP) as required in the initial CSC Charter, and the RAP now forms part of the amended Charter that was approved by the ccNSO and GNSO Councils on 27 June 2018
. https://www.icann.org/en/system/files/files/csc-charter-amended-27jun18-en.pdf

Remedial Action Procedures
https://www.icann.org/en/system/files/files/csc-remedial-action-procedures-03mar18-en.pdf
	N/A 



	
	Metric
	Assessment
	Outcome

	6. 
	When appropriate remedial action by the CSC has not resolved the poor performance, CSC is authorised to escalate the performance issues to the ccNSO and GNSO for consideration
	To date the CSC has not needed to escalate performance issues to the ccNSO and GNSO. However, the Review Team does note that the CSC has developed a good working relationship with PTI and believes that this relationship will be important in the event remedial action of this nature is considered necessary in the future.
	N/A 

	7. 
	CSC has an effective process for tracking complaints that have been escalated to PTI Management (Escalations), and CSC Members can be directly informed of individual complaints by email. 	Comment by Austin, Donna: I think we’re dealing with two different issues here. One is the PTI escalation process: https://www.iana.org/help/escalation-procedure

And then the one that is reflected in the Charter and appears in the Assessment column.
	Comment by Martin Boyle: I agree.  The metric is all about tracking processes and this is not mentioned in the assessment.  In particular, the metric is about escalation of SLA failures, isn’t it, whereas the assessment is all about complaints from individual registries?

I think Donna’s suggested new paragraph could (should?) replace the original paragraph, but don’t we need text for SLA failure escalations, too?
	In accordance with the CSC Charter, the “… CSC may receive complaints from individual registry operators regarding the performance of the IANA Naming Function; however, the CSC will not become involved in a direct dispute between any registry operator and the IANA Functions Operator.
The CSC will review individual complaints with a view to identifying whether there are any patterns of poor performance by the IANA Functions Operator in responding to complaints of a similar nature…”

The CSC does not currently have a documented procedure for receiving complaints about IANA (PTI) from individual registry operators, but members of the CSC did acknowledge that on occasion they individually received complaints from registry operators. CSC members generally inform each other when this occurs, but not in any formal way. It is recommended that this be remedied by publishing a procedure on the CSC webpage, along with an email address for submitting complaints. In the event that individual members or liaisons of the CSC receive individual complaints, they should encourage those making the complaint by doing so via the email address. 

During the monthly meeting, the CSC asks PTI if there have been any Escalations. That information is included in the CSC Monthly report.	Comment by Martin Boyle: Isn’t it CSC that initiates escalations?  If it has follow-up processes in place, it should not need to ask if there have been escalations, but rather what has been done to remedy!

In addition the CSC Webpage includes includes a link to general Customer IANA Service Complaint Resolution Process 

	Needs to be checked.Not achieved

	8. 
	CSC will at least annually conduct a consultation with PTI and ICANN, the primary customers of the naming services and the ICANN community about the performance of PTI	Comment by Martin Boyle: I’m not sure that the metric is fully addressed in the assessment.  If I remember correctly, PTI asks CSC for input to its annual survey, so, given the regular exchanges with the customer communities, the CSC has not seen the need to conduct its own survey as the metric would appear to reuire.
	CSC members regularly provide updates to the GNSO and CCNSO at ICANN meetings, and invite comments.  In addition, the CSC prepares and presents an annual review of its activities and of its assessment of PTI’s overall performance, and presents it to the CCNSO and GNSO and at public ICANN meetings, and invites comments from these communities.	Comment by Austin, Donna: Is it provided to the GNSO or the RySG? I don’t recall 	Comment by Martin Boyle: PTI and CSC do present at ccNSO face-to-face meetings.
	Achieved

	9. 
	CSC, in consultation with the registry operators, is authorised to discuss with ICANN and PTI ways to enhance the provision of IANA’s operational services
	CSC and PTI have discussed enhancements to the provision of IANA services, specifically with the addition of monitoring IDN table publication and changes to the reporting.
	Achieved

	10. 
	Where ICANN and PTI have been responsible for implementing recommended changes to operational services or the Service Levels, the [footnoteRef:1]CSC is confident that has been completed appropriately [1:  Checked against the Charter, the changes could look at changes of the Services and changes of the related service levels. ] 

	Changes to the SLAs have nothas yet to been completed, but the data collection to inform the recommended changes has started and continuescommenced. The changes to monitoring IDN Table publication has become part of the regular publications of PTI.
	Acheieved

	11. 
	CSC is providing a liaison to the IANA Functions Review Team

	The IANA Functions Review Team liaison has been appointed.
	Achieved

	12. 
	CSC is providing a liaison to a Separation Cross Community Working Group
	N/A
	N/A

	13. 
	Meeting aAttendance of CSC members CSC of regular meetings
	All appointees must attend a nimimum of nine meetings in a one year period, and must not be absent for fore than two consecutive meetings. According to attendance sheets all 4 members of the CSC have 100% attendance meetings. The CSC Guideline: CSC Practices developed by the CSC states that a “… CSC meeting shall be quorate if the 4 (four) Members are present at the meeting.	Comment by Austin, Donna: I couldn’t find these on the website. Do they exist in a readily accessible form?	Comment by Martin Boyle: Yes, I spent a lot of time looking for it and could not find attendance records
‘This is ensured by CSC quorum rule ( all 4 appointed members need to attend a meeting to be quorate).
	Achieved

	14. 	Comment by Martin Boyle: I’m a bit ambivalent here:  I’m not sure that there is a requirement for liaisons to attend all meetings.  Their role could be seen as answerable to the appointing organisation and so long as the liaison is monitioring issues and is flagging them to the appointing organisation, isn’t this enough?

So I wonder whether the proposed assessment is too heavy.  If the attendances are recorded and easily accessible, isn’t this enough?
	Meeting aAttendance liaison of CSC liaisons of regular meetingsexcluding PTI Liaison
	All appointees must attend a nimimum of nine meetings in a one year period, and must not be absent for fore than two consecutive meetings. According to Attendance sheets, not all liaisons attend at regularly and some liaisons may not be meeting the required minimum. In accordance with the Charter, failure to meet the attendance requirement may result in the Chair of the CSC requesting a replacement . However, it is unclear if the appointing organisations are being made aware of low attendance rates.
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 Metric  Assessment  Outcome  

1.    CSC monitors the performance of the IANA naming function against  agreed service level targets on a regular basis  The CSC conducts monthly meetings to assess the performance of  the IANA naming function against agreed services levels. These  meetings provide an opportunity for the CSC to discuss the monthly  reports provided to them by IANA and gain an understanding of  r easons why agreed service level targets may not have been met and  whether any action is required to address any identified problems.      Written reports are distributed widely within the community,  including the ccNSO   and GNSO, and are also made available on the  CSC wiki  https://www.icann.org/en/csc/reports       The CSC has developed and published a CSC Practices document that  details the manner that they  consider issues and conduct meetings  etc. https://www.icann.org/en/system/files/files/guideline - csc - practices - 24mar17 - en.pdf  Achieved  

2.    CSC analyses monthly reports provided by PTI and publishes their  findings  

3.    CSC follows up where required on any  performance issues identified  and agrees on a plan for resolution with PTI and ICANN  The CSC discusses anomalies in the monthly reports with PTI and  reported with explanation :  no further action deemed necessary     All meetings are recorded along with not es, and both are published  on the CSC wiki:  Achieved  

4.    Where appropriate, the CSC requests a review or change of a service  level.  The CSC has initiated  a  process to  review ,   and  instigate minor  amendments to ,  SLAs  based on   its   assessment   of   PTI’s   monthly  reports . This includes   the ability to   recommend   t he   creat ion of new   SLAs where applicable.   Achieved   

5.    Where appropriate the CSC undertakes remedial action to address  poor  performance in accordance with the Remedial Action  Procedures  The CSC has not encountered any   incidents   that   have   required follow  up   or any form of remedial action .  The CSC reviewed and revised the  Remedial Action Procedures   (RAP)   as required in the initial CSC  Charter, and the RAP now forms part of the amended Charter that  was approved by the ccNSO and GNSO Councils on 27 June 2018 .  htt ps://www.icann.org/en/system/files/files/csc - charter - amended - 27jun18 - en.pdf  N/A   

