CSC Effectiveness Review

	Metric
	Assessment
	Outcome

	1. CSC monitors the performance of the IANA naming function against agreed service level targets on a regular basis
	Monthly assessment of performance with reports sent to the ccNSO[footnoteRef:1] [1:  Do we need both of these lines?  Yes, CSC looks at the monthly reports and discusses with PTI, but aren’t these really two steps of the same analysis?] 

Reports are distributed widely within the community and made available on the CSC wiki https://www.icann.org/en/csc/reports 
To my knowledge no-one has questioned their content/accuracy/validity.

CSC conducts monthly meetings to discuss the reports provided by IANA. 

CSC has also developed and published a CSC Practices document that details the manner in which they consider issues and conduct meetings etc. https://www.icann.org/en/system/files/files/guideline-csc-practices-24mar17-en.pdf
	Fully achieved	Comment by Philippe Fouquart: Maybe we mean "Achieved beyond expectations" or something similar. 

	2. CSC analyses monthly reports provided by the IANA Functions Operator and publishes their findings
	
	

	3. CSC follows up where required on any performance issues identified and agrees a plan for resolution with the IANA Functions Operator
	CSC has discussed anomalies in the reports with PTI and reported with explanation:  no further action deemed necessary

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

	4. Where appropriate, the CSC requests a review or change of a service level
	CSC has initiated a review of the process to instigate minor amendments to SLAs based on assessments of monthly reports, as well as recommendations to create SLAs where applicable. 
	Achieved 

	5. Where appropriate the CSC undertakes remedial action to address poor performance in accordance with the Remedial Action Procedures
	N/A:  no incidents have required follow up.  However, CSC has reviewed and revised the RAP as required in the charter
	N/A 

	6. When appropriate remedial action by CSC has not resolved the poor performance, CSC is authorised to escalate the performance issues to the ccNSO and gNSO for consideration
	N/A

Agree that this this N/A, but would note that it appears the CSC has developed a good working relationship with PTI and it is assumed that this relationship will be important in the event remedial action is considered necessary in the future.
	N/A 

	7. CSC has an effective complaints handling procedure to ensure they:
· are authorised to handle a particular complaint
· analyse and review complaints to identify any patterns of poor performance
· appropriate identify any remedial action required
· escalate any issues where remedial action has been exhausted but he issues remain to the PTI Board
	I am not aware of a complaints procedure being developed:  we need to ask	Comment by Philippe Fouquart: On the CSC website they actually refer back to the _IANA_ customer service complaint  https://www.iana.org/help/escalation-procedure so it’s not quite a complaint _to_ the CSC but to IANA. 
The "backend" however such as the last bullet (escalation) isn't specified there. 

There’s nothing on the wiki either. 
	Needs to be checked

	8. CSC will at least annually, or as needs demand, conduct a consultation with the IANA Functions Operator, the primary customers of the naming services and the ICANN community about the performance of the IANA Functions Operator
	Input to the PTI annual survey to avoid overlap
	Achieved

	9. CSC, in consultation with the registry operators, is authorised to discuss with the IANA Functions Operator ways to enhance the provision of IANA’s operational services
	Regular discussions with the ccNSO have not revealed any need for enhancement of operational services

Same with RySG
	N/A

	10. Where the IANA Functions Operator has been responsible for implementing recommended changes, CSC is confident that has been completed appropriately
	N/A
	N/A

	11. CSC is providing a liaison to:
· the IANA Functions Review Team
· any Separation Cross Community Working Group
	N/A
	N/A



