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IANA Customer Feedback Activities



| 2| 2

Website, Ticketing system, Key 
Ceremonies.

Service Delivery
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IANA Website

● www.iana.org/form/complaint

http://www.iana.org/form/complaint
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Request lifecycle

◉ During the lifecycle of a ticket, if the customer voices a concern, a compliment or a 
suggestion, IANA staff record this into a separate feedback ticket. 

◉ Feedback tickets are evaluated by management and response is sent as appropriate. 
◉ A report on all feedback is compiled on a monthly basis.

• Report will include feedback from the IANA website, as well as complaints received 
through the post-interaction survey.  

• Analysis is used to drive improvements.

* Complaints submitted through the IANA Website form are also tracked through this mechanism. 
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Feedback Post-KSK Ceremony 

After each Key Ceremony there is a feedback session where:

◉ In-person attendees (including Trusted Community Representatives, Root Zone Maintainer, 
and the Cryptographic Business Operations) debrief on the event.

• What went well during the ceremony
• Areas for improvement on how ceremony was conducted
• Longer-term ideas for evolution of KSK management

◉ Suggestions and other feedback is tracked in the meeting notes that is sent to the trusted 
community representatives. 

• Cryptographic Business Operations team uses suggestions to improve future ceremonies. 
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Surveys
Satisfaction Surveys and Annual 
Engagement
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Post-Interaction Survey

Once the IANA staff resolves a request, the customer will receive a survey, for example:
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Post-Interaction Survey

An internal tool segments feedback based on functions:

* Data range: April 7- May 7 2020
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Post-Interaction Survey:

When we receive a “I had problems” response, we:

◉ Lodge a ticket into our feedback queue
◉ Engage with the responder to clarify the concerns. 
◉ Document concerns into the ticket.

* Positive responses are tracked within the tool.
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Annual Engagement Survey

◉ 2012-2018 - Survey focus on customer satisfaction with our services.
• 2012 - Staff used Survey Monkey to administer
• 2013 - 2016 - Team engaged a third party vendor to administer (Ebiquity), but staff was 

analyzing results and producing reports.
• 2017-2018 - Ebiquity continued to administer, but also produced reports for us.

◉ 2019 - Survey focus changed from satisfaction with our customer service to satisfaction with 
the level of engagement we have with customers. 

• HDWD began providing us with service feedback on a more immediate basis.
• After the transition, we saw a decline in response rate to the annual survey (11% to 5%).
• We had no way to gauge if our participation in mailing lists, meetings, and other events 

coordinated by our community was sufficient. 
• We invited more than just direct customers to participate.
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Annual Engagement Survey

*  Received invitation through a mailing list
** Overall participation rate was 3%.

Customer Groups % Responding
Customer Standing Committee 42%
ccTLD Operators 12%
* ccNSO Council 15%
gTLD Operators 3%
gNSO Council + RySG chair 13%
Trusted Community Representatives 10%
* Root DNSSEC Community 5%
Root Server Operators 12%

Response Statistics - Naming Function
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Examples of statements we asked customers to rate us on:

Annual Engagement Survey
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What do we do with the Feedback?
Reporting & Analysis
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Reporting

Internal

◉ Monthly review of all feedback

◉ Quarterly summary of trends 

External 

◉ Quarterly results of HDWD survey 
included in:

• ICANN CEO report 
• ICANN Board Report
• IETF Leadership meetings

◉ Annual Survey report published on 
iana.org
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Analysis

◉ Identify trends to discuss with relevant stakeholders
• GNSO exhibiting lowest scores in Annual Survey, highlighted during ICANN 67
• Post-interaction survey identified customers were not happy with timeliness in some 

protocol parameter tickets, which opened up a discussion for improvements with the IETF
• We developed new key ceremony software based on feedback received from the 

DNSSEC community.
◉ Improve our service delivery

• Feedback from TLD operators during their ticket lifecycle used to develop the new 
features being added into next major update of Root Zone Management System. 

• Feedback on difficulties with legacy application used for Private Enterprise Number 
registrations used to prioritize new system development. 

• Overall feedback about timeliness and accuracy of our requests led to us launching an 
internal Quality Assurance audit to ensure process standards are being followed 
consistently. 
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Visit us at icann.org
Thank You and Questions

flickr.com/icann

linkedin/company/icann

@icann

facebook.com/icannorg 

youtube.com/icannnews

soundcloud/icann

slideshare/icannpresentations

https://www.flickr.com/photos/icann
https://www.linkedin.com/company/icann
https://www.twitter.com/icann
https://www.facebook.com/icannorg
https://www.youtube.com/user/ICANNnews
https://soundcloud.com/icann
https://www.slideshare.net/icannpresentations

