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Agenda

• What is Business Excellence all about?

• Which framework are we using?

• Why are we doing this?

• What have we done since Seoul?

• What are we doing now?

• What’s next?

• Questions?



Organizational context

• This update is about the Business 

Excellence work going on in the IANA 

Department



What is Business Excellence all about?

• Use QM principles systematically to 

improve performance

• Based on the principles of 

– Customer focus

– Stakeholder value

– Process management





What outcomes are we working for?

• Continuous 

improvement  

moving towards 

sustainable 

excellence

• Monitor and 

measure progress



Which framework are we using?

• Selected the EFQM Framework

– European Foundation for Quality 

Management

– Similar key principles as the JQA & Baldrige 

models



Why are we doing this?

http://www.icann.org/en/planning/



What have we done since Seoul?

• Self-assessment in January 2010

– Identified strengths

– Identified Areas for Improvement



What strengths did we identify?

• Firstly, we identified our strengths

– Good personal relations with most key 

stakeholders

– Good levels of service in most areas

– New services are introduced when requested 

and needed, e.g. ITAR, IDN ccTLDs, XML 

registries etc…









What are we doing now?

• Established IANA Department 

improvement projects

– To develop a departmental strategy within the 

context of the ICANN strategy

– To improve internal process documentation

– To review & collate our targets & SLAs



How did we identify our AFIs?

• We looked at what was missing, which 

was mostly systematic rigor

– We need to move beyond personal 

relationship with key stakeholders

– We need to increase the use of service level 

targets & SLAs

– We need to formalize the introduction & 

review of new & existing services



Moving beyond personal relations

• We need to anticipate and plan based on 

stakeholders’ needs

– So we must know exactly what we are doing 

now

– We must know what resources we have for 

developing & providing new services

– We must know what the differences are 

between the new and pre-existing services



The areas for improvement (1)

• Define & document all the services we 

provide

– Make sure that we have service definitions for 

all our services

– Make sure that we know who is requesting 

the services

– Make sure that we have good records for how 

they are provided



The areas for improvement (2)

• Update our internal process 

documentation

– Make sure it is current

– Make sure it is accurate

– Make sure it is comprehensive



The areas for improvement (3)

• Reviewing key performance 

measurements

– We are identifying the key measurements that 

should be used to measure our performance 

against targets and SLAs

– Next step: identify and define appropriate 

targets for the SLAs



Wide ranging improvements

• Each improvement project touches 

multiple aspects of the way we work

• We have a matrix showing each area

• The improvements include:

– Improve the relationship with our stakeholders

– Improve the resilience of our services to 

better serve the Internet community

– Continuously improve the way we work



What’s next?

• Our 2nd self-assessment 

is scheduled for January 

2011

– We will evaluate the 

success of our 

improvement projects

– We will re-evaluate our 

strengths and look for 

additional Areas for 

Improvement



We’ll meet again?

• This was the 2nd update 

of the IANA 

Department’s Business 

Excellence work

• We will schedule 

another update when we 

have news to convey



Questions

• And answers…



Thank you for attending!


