Introduction: 

POSTED TO THE  Transfer Task Force for feedback and comment The survey was developed by a small group of TF members who worked together to generate a draft which is now presented to the full TF for input and suggestions.  It is expected that TF members will get comments from their constituency/GA to the questions regarding clarity and understandability.  In the near future the TF will be asked to reach out to their constituency/GA to ask for voluntary participation  in the mini survey. 

In order to provide outreach to the user/registrant community, the Transfer TF is proposing this short set of questions that will be used to gather further information about the experience of users and intermediaries in the transfer process of domain names(s). This survey is anecdotal and is intended to guide the development of the next stage of work of the Transfer TF and to establish a base of common understanding of the range of experiences which registrants/users/intermediaries have in the transfer process of a domain name.  It is not a statistical survey but is a data gathering exercise to try to document the range of experiences which a broad range of registrants has had,. 

The TF reserves the option of other outreach mechanisms at a  later date 
The TF intends to distribute the survey in a manner which will result in a master list of participants, but no identifying information about the respondent will be attached to the survey results when they are reviewed by the  TF members.  The master list of participants/respondents will be held separately and the list of participants will be published separately [ or not?] The TF needs to decide this issue and to rely on ICANN staff guidance.} I believe we should follow what ICANN staff recommend is best practice
After some initial consultation, we recommend slightly different wording for individual registrants versus ISPs/intermediaries.  That would not change the questions substantially, but would create separate questionnaires, so that it would be simplier for the respondent.  Question:  Should there be separate questionnaires for individuals and for intermediaries/ISPs?  I support separate questionnaires if this can be undertaken simply and promotes ease of completion and the quality of the response
Question: : Where the narrative responses identify registrars and registries, the TF could provide substitute wording to create anonymity when the survey results are published, wherever possible. Is this needed? We need to know where the problems are. If we encourage feedback, we must expect respondents to name names. If a company is criticised for a lack of service on one occasion, that is anecdotal. If a company is named by many respondants perhaps we should publish that to encourage them to improve independtly! 

Precisely.  In particular, we should not forget that we are currently in a situation where different registrars are basically using different transfer policies which should be assessed by the task force (or did this get better in the mean time?). If this survey is supposed to have some value, the task force will need to know about what policy the respondent is talking.  In fact, it may be helpful to explicitly ask respondents which registrars were involved.  Given that respondents may have gathered experience with different kinds of registrars, I could even imagine that the survey should give them an opportunity to answer the various questions several times, for each registrar they use, and with an indication of how frequently they experienced the problems.  I don't expect some members of the registrars' constituency to like that idea, though. Let me give an example...  Instead of asking how many attempts it took registrants to transfer a domain name (see below ;-), you could ask like this:

With the registrars you mostly transferred domains from, did transfers succeed at the first attempt, did you have to make multiple attempts, or did transfers fail entirely? If you have been trying to transfer multiple domains, please indicate for how many domains this happened.  If you don't know these numbers, just check the categories.

1. [ ]
Registrar from which you tried to transfer domain names: ______


[ ] Immediate success
[ ] 1
[ ] 2-10

[ ] 10-100
[ ] > 100


[ ] Success after two attempts





[ ] 1
[ ] 2-10

[ ] 10-100
[ ] > 100

[ ] Success after three attempts





[ ] 1
[ ] 2-10

[ ] 10-100
[ ] > 100


[ ] Success after > 3 attempts





[ ] 1
[ ] 2-10

[ ] 10-100
[ ] > 100


[ ] Didn't succeed in transferring domain name.





[ ] 1
[ ] 2-10

[ ] 10-100
[ ] > 100

2. [ ]
Registrar from which you tried to transfer domain names: ______

...

3. [ ]
Registrar from which you tried to transfer domain names: ______

...

4. [ ]
Registrar from which you tried to transfer domain names: ______

...
5. [ ]
Registrar from which you tried to transfer domain names: ______

...
A process to ensure that the questionnaires can be neutrally submitted will be developed by the TF and is work in progress. The intent of the survey is to gather a sample of experiences, and not to undertake a broad statistically valid survey.  It is expected that this sample can inform and guide the TF recommendations, coupled with other outreach and comment from the community. 

Background:  scenario to respondent:  

" You are invited to participate in a brief survey to gather information about the process of moving a domain name from one registrar to another. This is relevant to you [use different language for individual registrants and ISPs/intermediaries]  if you register domain names for others as an ISP or a corporate registrar service or web hoster who provides this service, working through an accredited ICANN registrar, or [second version of questionnaire] if you register domain names for yourself [individual] or for your company, organization, or some other kind of entity [organizational/company].

There may be some category which we've missed or overlooked. For instance, governmental agencies/employees often register domain names for use by their agency or employer.]

Competition and user choice about which registrar to use was introduced into the registration process of generic TLDs [gTLDs] like .com, .org and .net about three years ago, and now there are well over 100 accredited ICANN registrars which you can use to register a name. This survey is about the transfer process related to ICANN accredited registrars only, primarily those who register names in  .com; .net; and .org; .info; .biz and other gTLDs.  There are also over 240 country code domain names.  We have asked you about whether you register in country codes because if a company [individual]  uses one registrar to register in .com; .org; .info;and IS there some mising text here? e.g. "another registrar for"  .uk and .de; when they change registrars, they may wish to move all registrations, but the questionnaire is not addressing country code registrations unless they are managed for you as an ICANN accredited registrar. I find this last sentence unclear - I have not tried to rewrite it because I do not want to mis-interpret. Can we make it two sentences? I concur. This paragraph is confusing and should be improved. :-)
Now that users can register a domain name and then decide to change registrars, some questions have arisen about how best to ensure that the transfer process is transparent and easy to use for the registrant, without, at the same time, introducing risks of hijacking and fraud.  Proposed addition: We hope to make the transfer process more transparent and secure. Does my proposed change address this? This survey is an attempt to gather some information from registrants [ their designated agents such as ISPs] about the transfer process.  The purpose of the survey is to gather anecdotal information about experiences. 

You are assured of anonymity in the sharing of these responses with the TF and with the ICANN community. 


Nevertheless, we ask you to give us some information about yourself in the beginning of the survey:  First, we want to know in what capacity you are dealing with domain name registrations and transfers between registrars.  This information will be published along with the rest of your questionnaire. Second, we ask you to volunteer to help us with further research. To do so, you can give us - at your option - either a telephone number or an e-mail address under which we can contact you with further questions we may have. If you choose to give us such information (we'd very much appreciate that!), we guarantee that this information will not be used for any purposes other than follow-up research of the task force, and that this information will neither be passed on to third parties, nor published in any manner.
Identifying Information for individual registrant questionaire:

Name of respondent: 

Affiliation : COMPANY NAME IF APPROPRIATE

Is the following address information needed for anything?  We give the respondent the option to give contact details below, and the details are not needed if the respondent doesn't want to be contacted.

Address: 

Telephone number

email

If you agree to help with follow up research of the task force, you may - at your option - receive either an email or phone call from the TF to ask you further questions.  Your contact details will not be used for any purposes beyong the task force's work, and will not be passed on to third parties, or publised.
May we contact you for follow up discussions:  Yes    No

If yes, what is your preferred method of follow up:

Phone

email

either

Instructions: You may choose multiple responses where appropriate. 

This is bad and will get you in trouble when evaluating (and will produce questions from your web design folks ;-).  Make it clear with each question whether or not multiple answers may be given.
1) This question attempts to determine whether you are responding as an individual registrant or on behalf of an organization, corporation, etc. If you are responding as a representative of an organization, corporation, firm, governmental agencies, please indicate which category. Are you responding as  

a) individual  registrant
 

____

b) corporation/ 

company who registers for own use



_____

c) governmental registrant

_____

d) non profit organization 
_____

e) agent who registers for others

__  Law firm

____Consultant

____ISP

____Corporate registration service who works with ICANN accredited registrars

____ Other_____

f) agent who provides domain-name related services to registrant, but does not register domain names for them


__ Law firm


__ Consultant


__ ISP


__ Other _____

(Rationale: Law firms, ISPs, and consultants may easily be involved in helping their customers to deal with hijacking and transfers without being the ones who register the domain names themselves.  Such parties may have some interesting insight to provide. These folks will inevitably answer the survey, and I suppose it's better to accommodate them in the first place.  See, for instance, the "Other (intellectual property lawyer)" respondents with the WHOIS survey. Accomodating this group of respondents may also imply to change "you" to "you or your client" in later questions.)

g) Other: _____
1a) this survey is about transfers from one registrar to another. Which of the categories above did you register and transfer names in (Do we need to specify a period or say "Have you registered and transferred names in?"- please describe [you may provide multiple responses here; please use the categories provided above: :_____________________________________________________________________________________________________________________________________


(Frankly, I don't understand that question. What do we want to know here?  If people who answer as an agent who registers for third parties have only transferred domains for themselves?)  
2) When registering domain names, do you
    [ ] register directly with an accredited ICANN registrar

    [ ] register through a third party such as an ISP, web hoster, or

through a company who provides other Internet services to you?

    [ ] don't know

    [ ] don't register any names

(You may select multiple responses with this question.)
3) Why did you pick the supplier(s) you use?

    [ ] price

    [ ] customer service

    [ ] technical knowledge

    [ ] bundled with other services

    [ ] have existing contract for other services, such as ISP or web 
hosting

    [ ] responded to advertising

    [ ] friend/ colleague recommended

    [ ] don't know


    [ ] other, please specify_______________________________________
____________________________________________________________________
____________________________________________________________________

[I strongly recommend that we limit the narrative in number and in space/but still provide the option. Why limit?  This will only produce incomprehensible responses when people try to squeeze long sentences into short input fields.  Either give respondents enough space, or don't ask for "other" responses at all.]

(You may select multiple responses with this question.)
4) Do you purchase additional services from this supplier?

  [  ] yes

  [  ] no

  [  ] don't know
4a) If yes, please identify: 

    [ ] Internet access--ISP

    [ ] Web Hosting

    [ ] Web Design

    [ ] other [optional: you may describe if you wish: ______________________________________________________

    [ ] don't know

This question should at the very least permit for using all the kinds of indermediaries which are accomodated in question 1e).  The current list of options is, I believe, too short, and will inevitably lead to a large number of "other" responses.

(You may select multiple responses with this question.)
5) how many domain names have you registered? Do you have 

    [ ] one registration

    [ ] 2 - 10

    [ ] 11 - 50

    [ ]51 - 100    [ ]more than 100 I think we need to add More than 500; More than 1000
    5a) under which TLDs? 

(If you know how many domain names you registered in each category, please indicate this.  If you don't know, just check the category.)

Rationale:  When I first read the original wording, I thought the questionnaire asked for examples of domain names registered, which would imply identifying information on the respondent.
        [  ] .aero      
[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500
        [  ] .biz

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500
        [  ] .com

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500
        [  ] .coop

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500
        [  ] .edu

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500
        [  ] .gov

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500
        [  ] .info

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500
        [  ] .int

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500
        [  ] .mil

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500
        [  ] .museum
[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500
        [  ] .net

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500
        [  ] .org

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500
        [  ] .name

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500
        [  ] don't know

Should we add .name? Yes.

If you have registered any domain names in different top level domains, such as ccTLDs, please give an indication of the ccTLDs and number of domains registered in the field below.  If you have registered domain names in more than five ccTLDs, please give the "top five" TLDs in your domain name portfolio, and give an indication of the other registrations you may have in the "<Any other TLD>" line below.
        [  ] ._______

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500

        [  ] ._______

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500

        [  ] ._______

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500

        [  ] ._______

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500

        [  ] ._______

[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500
        [  ] .<Any other TLD>
[ ] 1   [ ] 2 - 50   [ ] 51 - 100    [ ] 101-500   [ ] > 500

With this kind of information, 7) (vanilla) is actually unnecessary.
6) What is the primary reason for registering these domains? (Check (Not sure why we need this question? What will the answer show us? 
all that apply)

    [ ] Putting up a website to communicate with public

    [ ] protecting  trademark, copyright or other intellectual property

    [ ] using it for email [what does this mean? Having a cool e-mail address, I suppose.  I actually registered does-not-exist.org for precisely that purpose.  ;-)]
    [ ] Wanted it before it was gone

    [ ] Resale

        [ ] other, please specify: [note from chair: do we need both options? ]

    [ ] don't know

Thank you for providing this background information. We would now like to learn more about the experience you have had in transferring names from one registrar to another.  The following questions address transfers specifically.

7) Have you ever tried to change your supplier of domain name registration

services [registrar] by transferring your domain name from one registrar or supplier to another?

    [ ] Yes

    [ ] No

7a) How many names have you tried to transfer?

[ ]  1

[ ]  2-10

[ ]  11-50

[ ]  51-100

[ ]  over 100

Ad higher numbers - see above
7b) Was this one transaction or many transactions? If many transactions, it is important to determine if you had a similar experience across all transfers.  

Is this supposed to be a question about bulk transfers? After all, the number of domain names is covered in 7a already.  I'd suggest a clarification.
    7c) On a scale of 1 to 10 (with 10 being "extremely satisfied" and 1 I suggest doing 1 - 5 not 1- 10 (at least this is best practice in the British Market Research Society guidelines!)
being "not satisfied at all") how satisfied were you with the transaction efforts?

    [  ] 1 - 10  

7d) If you transferred more than one name, did you have different experiences with different registrars, different attempted transfers? 

Yes, I had different experiences : Explain:

No, all experiences were similar: Explain: 

Thinking about it, shouldn't you also ask when the transfers were attempted?  Remember, Verisign changed their policy. Also, once again, a multiple-choice question or set of multiple-choice questions would be good for evaluation; see below and my remarks in the introduction.
    7e) Why did you give the rating you did in 7c? Please describe.  for instance, was cost the primary factor? or speed, or certainty? If you gave a low rating [low satisfaction] what led to this rating? Please give a brief explanation: ______________________________________________________________________________________________________________________________________________  

Shouldn't this just be a "why" part in question 7c?  Like "elaborate"?  On the other hand, since you are already suggesting some options, you may also try to come up with a multiple-choice variant of this question. Thinking a bit more about this, I believe that this, and - possibly - the free-form part of question 7e) should be moved into a number of multiple-choice questions, so most people don't have to resort to free-form answers.  From what I recall from the time when I looked into transfers a bit, some of the key problems registrants and resellers have been complaining about when trying to transfer away from NSI, in particular, have been multiple failed attempts to transfer a domain name, due to incomprehensible requests for confirmation of transfer, late requests for such confirmation, missing requests, and alleged non-receipt of confirmation on the loosing registrar's end.  I'd recommend that you try to boil down the reports which are already present on various mailing lists into a set of choices people can chose from.  You may, in particular, want to ask how many attempts it took to transfer domains.
    7e) Was the transfer successful?

    [ ]  Yes

    [ ] No

    [ ] Don't Know

[  ] Comments:

Do you really want to have free-form comments here?
    7f) Was the process explained to you in an easy to understand and complete manner? 

    [ ] Yes

    [ ] No

    

8) Do you think that it is possible to lose your name if you transfer to

another registrar or supplier? I suggest rewording: Are you concerned about the possibility of losing your name(s)?.etc
Maybe I'm just in the wrong film, but this question doesn't make sense to me.  The only way to lose my domain while I (me, myself, nobody else) transfers it is to get caught by a rogue registrar or reseller to whom (or through whom) I transfer the domain, right?  That risk is, however, out of the scope of the transfer policy.What this question should be about is fraudulent transfers initiated by third parties who claim to have apparent authority, but don't have it. Wording suggestion:

Prior to looking at this survey form, did you believe that it may be possible for a third party to abuse the transfer process in order to hijack your domain name?
    [ ] Yes

    [ ] No

    [ ] Don't know

8a) Were you told at any point this might happen? 

 [ ] Yes

 [ ]  No

 [ ] Not sure

 [  ] prefer not to comment

8b) By whom?

 [ ] 
I learned about it while online (web zine, mailing list, newsgroup, ...)

 [ ]
A friend told me about it.

 [ ]
The loosing registrar told me about it.

 [ ]
The gaining registrar told me about it.

Comments: 

You may also wish to ask whether respondents actually lost domain names through abuse of the transfer process, or whether respondents encountered cases in which their customers experienced such problems,
9) If you use someone other than an accredited ICANN Registrar to do what?, can you identify
what kind of provider they 
are:

    [ ] ISP

    [ ] Corporation who provides networking or other services to you as well 
as registration

    [ ] Other

    [ ] Don't know

10) Does the present agreement which you have with this third party specify

what decisions they can make about changing registrars?

    [ ] Yes

    [ ] No

    [ ] Don't know

11) If you have tried to transfer a domain name, were you contacted by the

old registrar or supplier during the process?

    [ ] Yes

    [ ] No

    [ ] Don't know

    12a) What was the reason that they contacted you? 
    Describe:

Maybe I'm a bit picky, but shouldn't that question ask for the reasoning the loosing registrar gave to the registrant, as opposed to the possibly different actual reason?
12) Have you ever received a notice concerning renewal of your domain

registrations from someone other than the party that you initially bought it

from?

    [ ] Yes

    [ ] No

    [ ] Don't know

    12a) If yes, was this via

    [ ] email

    [ ] regular mail

    [ ] telephone

    [ ] other

    [ ] don't know

    12b) Did you pay the fee? I think this needs a bit more clarification: If this  notice included a request for payment, did you pay it?
        [ ] Yes

        [ ] No

        [ ] don't know

   12b') How did you react to this request?


[ ]
Complain


[ ]
Ignore


[ ]
Accept
13) Is this meant to be a free text area? If so let's say "Are there any other points about your experience of transferring domain names that you would like to make?"
