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Purpose and O
bjectives

Purpose:

¤
Assist the IC

AN
N

 org in achieving
its

com
m

itm
entof continuously 

w
orking to increase its effectiveness

¤
Provide additionaloperationalaccountability

and transparency

O
bjectives:

¤
C

entralized and stream
lined process to review, research and resolve 

com
plaints about the IC

AN
N

 org

¤
U

se aggregated data to identify any trends across the org

¤
Provide another avenue for open com

m
unication w

ith the com
m

unity 

¤
C

reate a public history of issues that have been raised and addressed

¤
Increase accountability, transparency and effectiveness
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W
hat Types of C

om
plaints?

W
hatType of C

om
plaints can be Subm

itted:
¤

C
om

plaints regarding the IC
AN

N
 org, that don’t fall into a previously existing 

com
plaints process

¤
C

om
plaints regarding IC

AN
N

 org, such as:
¤

Process does not appear to be w
orking properly

¤
Tim

eliness of deliverables from
 IC

AN
N

 org
¤

Level of IC
AN

N
 org staff support

¤
Accessibility of inform

ation from
 IC

AN
N

 org

¤
Previously existing com

plaints processes such as:
¤

C
ontractual C

om
pliance

¤
Bylaw

s m
andated Accountability M

echanism
s such as the O

m
budsm

an or 
R

equest for R
econsideration

¤
G

lobal Support C
enter
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C
om

plaints O
ffice versus the O

m
budsm

an R
oles

O
m

budsm
an

C
om

plaints O
fficer

Function
•

Independent function, reporting to 
the IC

A
N

N
 B

oard, not to the 
IC

A
N

N
 O

rganization
•

E
stablished in the IC

A
N

N
 B

ylaw
s

•
A

 function w
ithin the IC

A
N

N
 

O
rganization

•
E

stablished by the C
E

O

R
eports To

•
IC

A
N

N
 B

oard (per IC
A

N
N

 
B

ylaw
s)

•
T

he O
m

budsm
an is independent 

from
 the rest of the IC

A
N

N
 

O
rganization

•
IC

A
N

N
 O

rganization, directly reporting 
to the G

eneral C
ounsel 

•
W

orks w
ith the IC

A
N

N
 O

rganization 
E

xecutive Team
 and em

ployees

Visibility Level
•

C
onfidential process

•
Transparent by default, as appropriate; 
m

ay be restricted if requested by 
com

plainant 
Scope

•
Investigates com

plaints from
 

IC
A

N
N

 com
m

unity m
em

bers w
ho 

believe that IC
A

N
N

 staff, B
oard or 

an IC
A

N
N

 constituent body has 
treated them

 unfairly
•

M
ay investigate system

ic issues 
of unfairness

•
E

valuates issues and com
plaints 

related to the IC
A

N
N

 O
rganization. F

or 
exam

ple, issues that m
ay be related to 

how
 a request w

as handled, a process 
that appears to be broken, insufficient 
handling of an issue

•
M

ay investigate system
ic 

organizational issues
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W
ho

C
an Subm

it a
C

om
plaintand

H
ow

 it is U
seful to the G

A
C

?

¤
W

ho?
¡

External party subm
its a com

plaint to the C
om

plaints O
ffice or to 

IC
AN

N
 org em

ployee
¡

IC
AN

N
 org em

ployee identifies an issue and alerts the C
om

plaints 
O

ffice
¡

IC
AN

N
C

om
plaints

O
fficer identifies an issue

¤
H

ow
 can the C

om
plaints O

ffice be useful?
¡

It’s a tool that the G
AC

, G
AC

 m
em

bers or representatives can utilize to 
have com

plaints they have regarding the IC
AN

N
 org researched, 

responded to, and w
here applicable, im

proved upon
¡

Provides visibility into issues and resolutions the org is experiencing 
and allow

s for trends to be m
ore easily identified

¡
By raising visibility into issues. R

ecom
m

endations from
 the C

om
plaints

O
ffice

are shared and discussed
w

ith the relevant IC
AN

N
 org team

s 
and their IC

AN
N

 Executive, in addition to the IC
AN

N
 C

EO
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C
om

plaints Subm
itted                        (as of 30 A

pril 2018)

¤
O

verall In-Scope C
om

plaints
¡

36 –
C

om
plaints received to date

•
13

–
open

–
11

Status = respond
–

2 Status = Evaluate & consider
•

23
–

closed

¤
C

om
plaints by D

epartm
ent and C

urrent Status
•

C
om

m
unications: 3 -3/closed

•
C

ontractual C
om

pliance: 16 -7/closed, 1/evaluate & consider, 
8/respond

•
Finance: 2/closed

•
G

lobal D
om

ains D
ivision: 8 -7/closed, 1/respond

•
H

um
an R

esources: 2 -1/closed, 1/respond
•

Inform
ation Technology: 1 -1/respond

•
M

ultistakeholder Strategy and Strategic Initiatives: 1 -1/closed
•

O
m

budsm
an:1/evaluate & consider

•
Policy D

evelopm
ent: 1 -1/closed

•
Public R

esponsibility Support: 1 -1/closed
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R
ecom

m
endations

There are tw
o types of recom

m
endations the C

om
plaints O

ffice m
akes:

1.
R

ecom
m

endations regarding individual com
plaints (updates published 

m
onthly)

2.
R

ecom
m

endations
regarding

trends
the

C
om

plaints
O

ffice
has

identified over 
tim

e (published sem
i-annual report)

R
ecom

m
endations regarding individual com

plaints:
¤

C
ontained in the individual responses provided to com

plainants
¤

Are handled directly w
ith the relevant IC

AN
N

 org team
s. Exam

ples of 
recom

m
endations:

¡
U

pdates
to a G

D
D

process/ C
-2017-00007

¡
Im

provem
ents to the W

hois Accuracy R
eporting System

/ C
-2017-00008

¡
Im

provem
ents to publishing of certain m

eeting m
aterials/ C

-2017-00015
¤

All com
plaints

receive
a

response but not all receive recom
m

endations. 
C

om
plaints that fall outside

IC
AN

N
’s rem

it typically do not have 
recom

m
endations, but instead educational inform

ation. Exam
ples are:

¡
R

equest for IC
AN

N
 org to am

end Transfer Policy/ C
-2017-00001

¡
R

equest for IC
AN

N
 to m

odify the D
N

S infrastructure/ C
-2017-00002

¡
R

equestforIC
AN

N
to

renew
an

expired dom
ain nam

e/ C
-2017-00017
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R
ecom

m
endations -C

ontinued

R
e

c
o

m
m

e
n

d
a

tio
n

s
 re

g
a

rd
in

g
 tre

n
d

s
 th

e
 C

o
m

p
la

in
ts

 O
ffic

e
 h

a
s
 id

e
n

tifie
d

 

o
v
e

r tim
e

:

1
.

Id
e

n
tify

 a
n

d
 im

p
le

m
e

n
t w

a
y
s
 to

 m
in

im
iz

e
 th

e
 n

u
m

b
e

r o
f to

u
c
h

p
o

in
ts

 

p
a

rtie
s
 h

a
v
e

 w
ith

 th
e

 IC
A

N
N

 o
rg

 w
h

e
n

 th
e

y
 a

re
 s

e
e

k
in

g
 h

e
lp

 o
r 

in
fo

rm
a

tio
n

¡
P

a
rtie

s
 g

e
t b

o
u

n
c
e

d
 a

ro
u

n
d

 a
 lo

t a
n

d
 h

a
v
e

 m
u

ltip
le

 to
u

c
h

p
o

in
ts

 

b
e

fo
re

 re
a

c
h

in
g

 th
e

 c
o

rre
c
t d

e
p

a
rtm

e
n

t w
ith

in
 IC

A
N

N

2
.

R
e

v
ie

w
 a

n
d

 u
p

d
a

te
 c

o
n

te
n

t e
x
p

la
in

in
g

 IC
A

N
N

’s
 re

m
it, u

s
in

g
 la

y
m

a
n

’s
 

te
rm

s
, re

g
a

rd
in

g
 th

e
 c

o
m

p
a

n
y
’s

 ro
le

 a
n

d
 re

m
it a

n
d

 h
o

w
 th

e
 IC

A
N

N
 

m
o

d
e

l w
o

rk
s

¡
M

a
n

y
 p

a
rtie

s
 c

o
n

ta
c
t th

e
 IC

A
N

N
 o

rg
 w

ith
 re

q
u

e
s
ts

 th
a

t a
re

 o
u

ts
id

e
 

its
 re

m
it. F

o
r e

x
a

m
p

le
: re

q
u

e
s
ts

 fo
r th

e
 o

rg
 to

 c
h

a
n

g
e

 a
 

C
o

n
s
e

n
s
u

s
 P

o
lic

y, tra
n

s
fe

r a
 d

o
m

a
in

 n
a

m
e

, o
r a

d
d

re
s
s
 is

s
u

e
s
 w

ith
 

a
 F

a
c
e

b
o

o
k
 p

a
g

e
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R
ecom

m
endations -C

ontinued
R

e
c
o

m
m

e
n

d
a

tio
n

s
 re

g
a

rd
in

g
 tre

n
d

s
 th

e
 C

o
m

p
la

in
ts

 O
ffic

e
 h

a
s
 id

e
n

tifie
d

 

o
v
e

r tim
e

 (c
o

n
tin

u
e

d
):

3
.

S
u

b
m

ittin
g

 a
 C

o
n

tra
c
tu

a
l C

o
m

p
lia

n
c
e

 c
o

m
p

la
in

t: R
e

v
a

lu
a

te
 a

n
d

 

u
p

d
a

te
 th

e
 fo

rm
s
 u

s
e

d
 fo

r s
u

b
m

ittin
g

 a
 c

o
m

p
la

in
t re

g
a

rd
in

g
 

C
o

n
tra

c
tu

a
l C

o
m

p
lia

n
c
e

 w
ith

IC
A

N
N

re
g

is
try

a
n

d
 re

g
is

tra
r 

a
g

re
e

m
e

n
ts

¡
T

h
e

 c
u

rre
n

t
fo

rm
s

c
a

n
b

e
c
o

n
fu

s
in

g
a

n
d

a
re

d
iffic

u
lt

fo
r

a

la
y
p

e
rs

o
n

to
n

a
v
ig

a
te

4
.

Im
p

ro
v
e

 p
ro

c
e

s
s
 a

n
d

c
o

n
tro

ls
: S

y
s
te

m
a

tic
a

lly
 re

v
ie

w
, c

o
n

s
id

e
r a

n
d

, 

w
h

e
re

 fittin
g

, im
p

le
m

e
n

t im
p

ro
v
e

m
e

n
ts

 to
 o

p
e

ra
tio

n
a

l p
ro

c
e

s
s
e

s

¡
T
o

a
d

d
re

s
s

th
e

ra
p

id
 g

ro
w

th
 o

f
th

e
IC

A
N

N
o

rg
 a

n
d

 m
o

d
e

l, c
u

rre
n

t 

p
ro

c
e

s
s
e

s
 a

n
d

 p
ro

c
e

d
u

re
s
 s

h
o

u
ld

 b
e

 re
e

v
a

lu
a

te
d

 fo
r o

p
tim

iz
a

tio
n

5
.

R
e

g
is

tra
n

t a
n

d
 u

s
e

r
e

d
u

c
a

tio
n

: IC
A

N
N

 o
rg

 a
n

d
 c

o
m

m
u

n
ity

 w
o

rk
 

to
g

e
th

e
r to

 s
e

e
 if th

e
re

 a
re

 o
p

p
o

rtu
n

itie
s
 to

 b
e

tte
r e

d
u

c
a

te
 re

g
is

tra
n

ts
 

a
n

d
 u

s
e

rs

¡
R

e
g

is
tra

n
ts

 a
n

d
e

n
d

u
s
e

rs
c
o

u
ld

 b
e

n
e

fit fro
m

 s
im

p
lifie

d
 

in
fo

rm
a

tio
n

re
g

a
rd

in
g

th
e

d
o

m
a

in
n

a
m

e
s
y
s
te

m
, IC

A
N

N
 th

e
 

in
s
titu

tio
n

, IC
A

N
N

 th
e

 o
rg

a
n

iz
a

tio
n

,
a

n
d

th
e

ro
le

s
o

f
e

a
c
h
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U
seful Links

¤
C

om
plaints O

ffice w
ebpage: https://w

w
w.icann.org/com

plaints-office

¤
R

eport of O
ngoing C

om
plaints Activity: https://w

w
w.icann.org/com

plaints-
report

¤
Sem

i-AnnualR
eportofC

om
plaints

O
fficerO

bservations
and

R
ecom

m
endations:https://w

w
w.icann.org/en/system

/files/files/com
plaints-

office-sem
i-annual-report-07m

ar18-en.pdf

¤
Joint blog –

O
m

budsm
an and C

om
plaints O

fficer: 
https://w

w
w.icann.org/com

plaints-report

¤
C

om
plaints O

ffice Frequently Asked Q
uestions: 

¡
English: https://w

w
w.icann.org/en/system

/files/files/com
plaints-office-

faqs-18m
ay17-en.pdf

¡
6 other U

N
 languages: https://w

w
w.icann.org/com

plaints-office
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