
IFO SLA Change Procedures	Comment by Elaine Pruis: IFO: IANA Functions Operator. SLA: Service Level Agreement. CSC: Customer Standing Committee

Procedure 1 - New SLA Item	Comment by Elaine Pruis: An example of this is the addition of the IDN table review and publication to the SLAs.

	Step
	Owner
	Engagement

	1. Definition
Definition of what to measure and how to measure it. 
	CSC in negotiation with IFO
	CSC directly consults with respective customer communities on what needs to be measured and why

	2. Baseline measurement
Collection of baseline measurements of performance used to inform next step. Development of interim measurement tools as necessary.	Comment by Elaine Pruis: Late 2017, PTI had a meeting with members of the CSC to discuss the Process for Label Generation Rule addition and modification in the IDN Practices repository and to begin developing
measurements on processing time for IDN tables and to start reporting on them. PTI has been collecting data since Oct 2017.
	IFO with timetable negotiated with CSC
	CSC communicates status in monthly report

	3. Target negotiation	Comment by Elaine Pruis: When enough data has been collected, CSC and PTI will discuss targets for performing the LGR and IDN table tasks. 
Negotiate target and threshold for SLA compliance of this new SLA Item
	CSC in negotiation with IFO
	CSC directly consults with respective customer communities on what target and threshold should be.

	4. Community consultation
Full community consultation process.
	ccNSO and GNSO
	CSC makes recommendation to ccNSO/GNSO covering definition, target and threshold 	Comment by Elaine Pruis: Once CSC and PTI agree on thresholds and targets, the members will consult with the community and recommend the changes.

	5. Implementation
Technical implementation by IFO; included into reports to; included in CSC oversight
	IFO and CSC
	CSC communicates status in monthly report




Procedure 2 – Change SLA Item definition and target/threshold

	Step
	Owner
	Engagement

	1. Re-definition
Re-definition of what to measure and how to measure it.	Comment by Elaine Pruis: As technical systems evolve, the functions change. This procedure allows for the PTI to make changes to their system and for the CSC to modify the SLAs to reflect those changes.
	CSC in negotiation with IFO
	CSC directly consults with respective customer communities on need for changed definition and what that should be

	2. Baseline measurement
Collection of baseline measurements of performance used to inform next step. Development of interim measurement tools as necessary.
	IFO with timetable negotiated with CSC
	CSC communicates status in monthly report

	3. Target negotiation
Negotiate target and threshold for SLA compliance of this new SLA Item
	CSC in negotiation with IFO
	CSC directly consults with respective customer communities on what target and threshold should be.

	4. Community consultation
Full community consultation process.
	ccNSO and GNSO
	CSC makes recommendation to ccNSO/GNSO covering definition, target and threshold 

	5. Implementation
Technical implementation by IFO; included into reports to; included in CSC oversight
	IFO and CSC
	CSC communicates status in monthly report




Procedure 3 – Change SLA Item target/threshold only	Comment by Elaine Pruis: An example of this is the change to allowed time for the technical check. Example of failure: Technical Check target is 3m, actual performance 4.27m. This is a non material “failure” and the threshold should be adjusted accordingly.

	Step
	Owner
	Engagement

	1. Target negotiation
Negotiate target and threshold for SLA compliance of this existing SLA Item
	CSC in negotiation with IFO
	CSC directly consults with respective customer communities on what target and threshold should be.	Comment by Elaine Pruis: A consultation with the RYSG and CCNSO on the proposed changes to the SLA occurred in Abu Dhabi.

	2. Implementation	Comment by Elaine Pruis: The proposed changes cannot be accepted until the Charter allows for CSC to make minor changes. Therefore PTI continues to fail at the PTI technical check.
Technical implementation by IFO; included into reports to; included in CSC oversight
	IFO and CSC
	CSC communicates status in monthly report and twice yearly report




Procedure 4 – Remove SLA Item	Comment by Elaine Pruis: This would occur for a service that is no longer performed.  For example, if  there was a decision to remove the WHOIS from the PTI site, it wouldn’t make sense to continue to measure and  report on whois uptime.

	Step
	Owner
	Engagement

	1. Removal requirement
Establish clear reason as to why this SLA Item can be removed
	CSC in negotiation with IFO
	CSC directly consults with respective customer communities on why this SLA Item can be removed

	2. Community consultation
Full community consultation process.
	ccNSO and GNSO
	CSC makes recommendation to ccNSO/GNSO covering definition, target and threshold 

	3. Implementation
Removal of SLA Item
	IFO and CSC
	CSC communicates status in monthly report and twice yearly report










[bookmark: _GoBack]Scope of responsibilities:
The CSC will develop with the IANA Function Operator and ICANN a process for timely
amendments to service levels where such changes are minor and are unlikely to impose
additional resource requirements on the IANA Naming Function Operator (15) (Section 4.3.10).
This process for timely amendments of the service levels may be updated from time to time and will only become effective after publication of the process on the CSC webpage and after
informing the direct customers.

Scope of responsibilities:
In the event it is agreed that a material change in IANA naming services or operations would be beneficial, the CSC reserves the right to call for a community consultation and independent validation, to be convened by the IANA Functions Operator, on the proposed change. Any recommended change must be approved by the ccNSO Council and RySG. In the event that the proposed changes require an amendment to the IANA Naming Function Contract this will be done in accordance with (is there a section of the contract we can site?)and RySG.

Review:
The CSC or the IANA Functions Operator can request a review or change to service levels targets. Any proposed changes to service levelslevel targets as a result of the review must be agreed to by the ccNSO and GNSO.
