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Company Background 

 

Company-at-a-Glance 
Headquarters  1166 Avenue of the Americas, New York City, New York 
Year Founded 1945 
Revenue $5 billion 
Employees 25,000 
Global Scale 
(Regions that you 
operate in or 
provide services 
to) 

130 countries in Africa, Asia, Europe, North and South 
America and Australia 

Customers/Output, 
etc. (Key 
customers and 
services offered)  

Mercer helps clients around the world advance the health, 
wealth, and performance of their most vital asset – their 
people. Clients include international companies of all 
sizes serving the leaders, HR managers and employees 
with the solutions, services and insight they need to make 
the most of their benefits 

Industry Consulting and benefits/HR administration 
Stock Symbol MMC 
Website http://www.mercer.com 
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Budget and Timeframe 

 

Fit to the Needs 
Mercer stands at the forefront of reshaping the global work landscape, assisting 
organizations in crafting and implementing advanced workforce strategies. 
Renowned for its superior consulting services, Mercer leverages in-depth analytics 
and data-driven insights to empower organizations with informed decision-making 
capabilities. At the heart of Mercer's operations lies its consulting expertise, 
underpinned by robust product knowledge and domain expertise. To maintain this 
standard of excellence, Mercer is committed to developing a learning program that 
ensures its analysts remain abreast of the latest trends and possess the requisite 
proficiency level to provide clients with highly efficient and error-free services. 
 
The Program’s goals are tailored to align with the Superannuation Funds of 
Australia's standards, focusing on: 

• Prioritizing the cultivation of professionals who are not only proficient in 
superannuation fund management but also equipped with forward-thinking 
skills. 

• Elevating the expertise of team members to not only meet but exceed the 
operational benchmarks set within the superannuation industry. 

Budget and Timeframe 
Overall budget $5000 
Number of (HR, Learning, 
Talent) employees involved 
with the implementation? 

1 employee from Learning Team 

Number of Operations or 
Subject Matter Expert 
employees involved with 
the implementation? 

3 

Number of contractors 
involved with 
implementation 

0 

Timeframe to implement 2 months to implement, duration of the program:  
4 - 6 months  

Start date of the program Apr 2023 
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• Developing a cadre of colleagues who are acknowledged as thought 
leaders in superannuation, thereby enhancing the effectiveness of business 
operations. 

• Promoting an organizational ethos that champions lifelong learning and the 
continuous enrichment of superannuation knowledge. 

• Empowering the Learning & Development (L&D) division to tailor learning 
solutions that address the unique challenges and requirements of the 
superannuation sector. 

• Enhancing the credibility and proficiency of the operations team by ensuring 
they are well-versed in the latest superannuation trends and regulations. 

• Guaranteeing that the learning initiatives are relevant and add value to 
colleagues in diverse roles within the superannuation landscape. 

 
Challenges: 

• Diverse Skill Levels and Undefined Skill Requirements: Team members 
displayed a broad spectrum of skill levels without a clearly defined set of 
skills to be acquired. Additionally, there was an absence of a structured plan 
for knowledge development within teams. 

• Gap in Knowledge and Experience: A significant disparity in knowledge 
existed between long-standing employees and newcomers, rendering a 
uniform training approach ineffective. 

• Inter-Team Dynamics: Different perspectives on the role of subject matter 
experts among various teams led to challenges in the transfer and 
enhancement of knowledge. 

• Content Standardization Needs: The pandemic necessitated the redesign 
of content to ensure it was engaging and consistent across various locations 
and teams. 

• Technological Limitations: A lack of proficiency in virtual facilitation tools 
among many teams restricted opportunities for knowledge dissemination. 

• Resource Constraints for Targeted Learning: Teams faced bandwidth 
limitations, hindering their ability to conduct specialized knowledge sessions 
and evaluations, thus failing to fulfil the organizational need for elevated 
knowledge levels. 

• Recognition Deficit: There was inadequate acknowledgment of 
colleagues who possessed substantial knowledge, and many employees 
were unaware of how to improve their domain expertise or the benefits it 
could bring to the business. 
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• Continuity and Progress in Learning: The absence of sustained learning 
efforts and a clear path for knowledge advancement meant managers were 
unable to monitor the learning progression of their teams effectively. 

 
The launch of ASFA certification program for the colleagues was driven by several 
business conditions: 

1. Internal Skill Development: As organizations increasingly rely on online 
presence and digital services, there is a need to develop internal expertise 
in domain management. The certification program was designed to build 
this expertise among colleagues, ensuring that the organization has the 
necessary skills to manage its domains effectively. 

2. Consistency and Standardization: With multiple colleagues involved in 
domain management, there were inconsistencies in how tasks are 
performed. The certification program provides a standardized approach to 
domain management, ensuring that all colleagues follow best practices and 
procedures. 

3. Risk Mitigation: Poor domain management lead to security vulnerabilities, 
website downtime, and loss of reputation. The certification program helps 
mitigate these risks by ensuring that colleagues are trained in cybersecurity, 
domain renewal processes, and other critical aspects of domain 
management. 

4. Regulatory Compliance: Organizations must comply with regulations 
related to domain registration, privacy, and data protection. The certification 
program ensures that colleagues are aware of these regulations and 
understand how to comply with them in their domain management activities. 

5. Efficiency and Productivity: By providing colleagues with the necessary 
training and certification, the organization improved efficiency and 
productivity of its domain management processes. This led to faster 
resolution of issues, more effective use of resources, and better overall 
management of the organization's online presence. 

6. Professional Development: Offering a certification program is a part of the 
organization's commitment to the professional development of its 
colleagues. It provides an opportunity for individuals to enhance their skills, 
advance their careers, and contribute more effectively to the organization. 

7. Adaptability to Technological Changes: The domain registration and 
management field is subject to technological changes and innovations. The 
certification program helps colleagues stay updated on these changes and 
adapt their practices accordingly. 
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Fig 1.1 
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Fig 1.2 Enrollment details 

Once we finalize the nominations, setting-up the expectation setting meeting to 
brief all the participant and undertaking submission that help us plan next steps.  

 
Fig 1.3 Undertaking document 

 

 
 
Business Advantages: 

• In-House Knowledge Enhancement: Establishing a continuous internal 
program for knowledge development among colleagues. 

• Structured Learning Progression: Facilitating a gradual shift in learning 
levels from basic to intermediate to advanced, encouraging the 
development of diverse skills. 

• Alignment with Business Objectives: Tailoring the program to meet the 
specific needs and process requirements of on-the-floor colleagues for 
knowledge advancement. 

• Ongoing Professional Development: Enabling colleagues to apply newly 
acquired skills in client interactions and routine business operations. 

• Collaborative Learning Environment: Fostering a supportive professional 
community that encourages mutual growth and shared responsibility for 
knowledge enhancement, thereby ensuring retention and satisfaction. 
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• Uniform High-Quality Content: Delivering consistent, top-notch content 
across all locations, enriched with business-specific insights and 
experiences. 

• Comprehensive Learning on Pensions: Providing learning opportunities 
on various aspects of pensions to improve performance and process 
understanding across different locations. 

• Expanded Learning Sessions: Increasing the availability of consistent 
learning sessions for all colleagues to enhance their knowledge base. 

• Recognition of Expertise: Acknowledging colleagues who possess 
exceptional knowledge that supports business needs and requirements. 

• Development of Versatile Resource Pool: Building a robust pool of 
knowledgeable resources capable of handling complex tasks, serving as a 
foundational support for teams. 

• Empowerment and Motivation: Inspiring employees to aspire to become 
knowledge champions for the business and empowering junior-level 
employees. 

 

Overview  
The ASFA certification program is a structured training and certification initiative 
designed to equip professionals with the knowledge and skills necessary to 
effectively manage and administer domain names within the Australian internet 
landscape. The program typically covers a range of topics, including domain 
registration processes, DNS management, regulatory compliance, and customer 
service. 
 
Description of the Certification Program: 

1. Curriculum: The program's curriculum is likely to cover the technical 
aspects of domain management, such as DNS configurations, domain 
renewal and transfer processes, and understanding of top-level domains 
(TLDs) specific to Australia (e.g., .au). It may also include modules on 
cybersecurity measures to protect domains from threats and on legal and 
regulatory requirements relevant to domain registration in Australia. 

2. Training Format: The training could be delivered in various formats, 
including online courses, workshops, and webinars. It might also include 
hands-on exercises and case studies to provide practical experience. 

3. Assessment and Certification: Participants are usually assessed through 
exams or practical assessments to evaluate their understanding and skills. 
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Upon successful completion, participants receive a certification that 
recognizes their expertise in managing Australian domains. 

4. Continuing Education: The program might require certified professionals 
to engage in continuing education to keep their certification valid, ensuring 
they stay up to date with industry developments. 

 

 

Fig 2.1 Expectation setting  
 
Impact on the Organization: 

1. Enhanced Expertise: The certification program raises the level of expertise 
within the organization regarding domain management, leading to more 
effective and efficient handling of the organization's online assets. 

2. Risk Reduction: By adhering to best practices and staying informed about 
measures, the organization can reduce the risk of domain-related security 
breaches and downtime. 

3. Compliance Assurance: The program ensures that professionals are 
knowledgeable about regulatory requirements, helping the organization 
maintain compliance and avoid potential legal issues. 

4. Improved Reputation: Having certified domain management professionals 
can enhance the organization's reputation for reliability and 
professionalism, potentially attracting new work. 

5. Operational Efficiency: Standardized practices and a deeper 
understanding of domain management processes lead to smoother 
operations, reducing errors and improving response times. 
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6. Employee Development: Offering certification opportunities also 
contribute to employee satisfaction and professional growth, leading to 
higher retention rates and a more motivated workforce. 

7. Improved Performance: With the new knowledge and skills gained 
through certification, individuals can enhance their performance in their 
respective roles. They can apply best practices and industry standards, 
leading to improved productivity and quality of work. 

8. Business Impact: When individuals bring their newly acquired knowledge 
and skills back to their organizations, it always has positive impact on the 
business side (onshore team). They can contribute to process 
improvements, innovation, and overall business success. 

 
 
The ASFA certification program is designed to provide professionals with 
comprehensive knowledge and skills in domain management, with a focus on the 
Australian internet context. Its impact on the organization includes enhanced 
expertise, reduced risks, assurance of compliance, improved reputation, 
operational efficiency, and employee development. 
 

Design of the Program 
ASFA certification program, was crucial to meet the specific needs and 
characteristics of the intended audience: 

1. Audience Analysis: Understanding the audience is the first step in 
designing the program. This includes identifying their existing knowledge 
level, learning preferences, professional backgrounds, and what they seek 
to achieve through the certification. For a domain certification program, the 
audience might include IT professionals, web developers, system 
administrators, and digital marketers. 

2. Learning Objectives: Based on the audience analysis, clear learning 
objectives should be defined. These objectives should align with the skills 
and knowledge that the audience needs to acquire. For domain certification, 
objectives might include understanding domain registration processes, 
DNS management, security protocols, and compliance with relevant 
regulations. 
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3. Curriculum Development: The curriculum should be structured to cover 
all necessary topics while being accessible to the audience. It should start 
with foundational concepts and gradually progress to more advanced 
topics. Practical examples and case studies relevant to the audience's work 
context enhance the learning experience. 

4. Delivery Methods: The choice of delivery methods catered to the learning 
preferences of the audience. This included a mix of online courses, in-
person workshops, webinars, and hands-on labs. For technical subjects like 
domain management, interactive simulations and practical exercises were 
particularly effective. 

5. Assessment and Feedback: The program included mechanisms for 
assessing the participants' understanding and providing feedback. This 
involved quizzes, practical assignments, and a final certification exam. 
Feedback was constructive and timely to help learners improve. 

6. Resources and Support: Providing participants with additional resources 
and support that can enhance their learning experience. This included 
access to online forums, expert mentorship, study guides, and technical 
documentation. 

7. Program Evaluation: Finally, the program included a system for evaluating 
its effectiveness. This could involve collecting feedback from participants, 
tracking their performance, and assessing the impact of the certification on 
their professional capabilities. 

 
Fig 3.1 Email communication (LMS) 

 
Eligibility: 
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All colleagues with a tenure of 18 months or more are eligible for the ASFA 
program. 
The ASFA program is a continuous knowledge-building initiative, enabling 
colleagues to progress from Level 1 (Basic) through to Level 3 (Advanced). 
All colleagues must begin their knowledge journey at the Basic level and must 
score above 80% to advance to the Intermediate level. Similarly, scoring above 
80% at the Intermediate level is required to move to the Advanced level (ASFA). 
Colleagues with a tenure of 6 months to 18 months appear for refresher program 
who score below 80% will remain at their current level. Those scoring between 
60% and 79% will also stay at the same level (Basic or Intermediate) until they 
participate in the next cycle's assessments. 
Colleagues who achieve a score of 80% or above in all three levels are recognized 
as knowledge champions and are considered technically ready for external ASFA 
accreditation. 

 
Fig 3.2 ASFA Prog Structure 
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Fig 3.3 ASFA User Manual and Questionnaire  

 
 

Designing the program involves understanding the audience, defining clear 
learning objectives, developing a relevant curriculum, choosing appropriate 
delivery methods, assessing participants' understanding, providing resources and 
support, and evaluating the program's effectiveness. By considering these factors, 
the program was tailored to effectively meet the needs of its audience and achieve 
its intended outcomes. 
 

Delivery of the Program 
The delivery of a domain certification program is a critical aspect of its success. It 
involves the methods and channels used to provide the program to its audience. 
Important considerations for delivery of the program: 

1. Online Learning Platforms: Given the technical nature of domain 
certification, online learning platforms are commonly used to deliver the 
program. These platforms offer interactive courses, video tutorials, and 
quizzes, allowing participants to learn at their own pace and access the 
materials from anywhere. 

2. In-Person Workshops: For more hands-on learning, in-person workshops 
were beneficial. These sessions provided opportunities for live 
demonstrations, practical exercises, and direct interaction with instructors. 
They are particularly useful for covering complex technical topics or 
providing personalized guidance. 

3. Webinars: Live webinars used to cover specific topics or updates in the 
domain management field. They offer a way for participants to engage with 
experts and ask questions in real-time. Webinars were recorded and made 
available on LMS for later review. 
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4. Hands-On Labs: Practical experience is crucial in domain management. 
Hands-on labs also provided participants with the opportunity to work with 
real domain management tools and scenarios. This helped reinforce 
learning and build confidence in applying the concepts. 

5. Blended Learning: A combination of online and offline methods, known as 
blended learning, which is effective in delivering a comprehensive learning 
experience. This approach allows for flexibility in learning while also 
providing opportunities for interaction and practical application. 

6. Support and Mentorship: Providing ongoing support and mentorship also 
enhance the learning experience. This included access to discussion 
forums, regular Q&A sessions, or one-on-one mentorship from experienced 
professionals in the field. 

7. Assessment and Certification: The delivery of the program also included 
a clear process for assessment and certification. This involved online 
exams, practical assessments, or a combination of both. The certification 
process should be transparent and aligned with the learning objectives of 
the program. 

8. Continuous Updates: Given the rapidly evolving nature of domain 
management and technology, the program should be regularly updated to 
reflect the latest developments and best practices. This ensures that the 
content remains relevant and valuable to participants. 

 
Fig 3.1 Entire journey landscape 

The execution of a certification program entails a mix of online learning, in-person 
workshops, webinars, hands-on labs, and blended learning approaches, 
complemented by support and mentorship. It also includes well-defined 
assessment and certification processes, along with regular content updates. By 
integrating these elements, the program effectively engages its audience, 
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equipping them with the essential skills and knowledge for success in domain 
management. 

 
Fig 3.2 Reporting

Measurable Benefits 
Measurable benefits are crucial in evaluating the success of a domain certification 
program. Some ways in which the Return on Investment (ROI) and impact of the 
program measured, along with considerations for prioritization and identification of 
important factors: 

1. Improved Performance: One of the primary measurable benefits is the 
improved performance of individuals who have completed the certification. 
This can be assessed through metrics such as reduced downtime of 
websites, quicker resolution of domain-related issues, and more efficient 
management of domain portfolios. 

2. Enhanced Security: Given the importance of cybersecurity in domain 
management, another key benefit is the enhancement of security 
measures. This can be measured by a reduction in security breaches, 
successful implementation of security protocols, and increased compliance 
with security standards. 

3. Cost Savings: The certification program can lead to cost savings for the 
organization by reducing the need for external consultants, minimizing the 
risk of costly errors, and streamlining domain management processes. 
These savings can be quantified and compared against the investment in 
the program. 

4. Increased Customer Satisfaction: For organizations that manage 
domains on behalf of clients, an improvement in customer satisfaction can 
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be a significant benefit. This can be measured through customer surveys, 
retention rates, and feedback on the quality of domain management 
services. 

5. Employee Engagement and Retention: The certification program can 
also impact employee engagement and retention by providing professional 
development opportunities. Metrics such as employee satisfaction scores, 
turnover rates, and participation in the program can be used to assess this 
impact. 

6. Prioritization: In terms of prioritization, the organization needs to identify 
which benefits are most aligned with its strategic goals. For example, if the 
organization is particularly focused on security, then enhancing security 
measures would be a top priority. Similarly, if cost efficiency is a key 
objective, then cost savings would be prioritized. 

7. Identification of Important Factors: The important factors for the domain 
certification program can be identified through a combination of stakeholder 
feedback, industry benchmarks, and an analysis of organizational needs. 
Regular reviews and updates to the program can ensure that it remains 
aligned with these important factors and continues to deliver measurable 
benefits. 
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Fig 4.1 Assignment submission with due diligence 

 
Fig 4.2 Final successful completion email sample 

 
In summary, the measurable benefits of a domain certification program can include 
improved performance, enhanced security, cost savings, increased customer 
satisfaction, and employee engagement and retention. ROI and impact can be 
measured through various metrics, and the prioritization of benefits and 
identification of important factors should be guided by the organization's strategic 
goals and industry standards. 
Testimonials from Business 
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Overall 
In summary, the domain certification program is designed to address the evolving 
needs of the industry, focusing on enhancing domain management skills, ensuring 
regulatory compliance, improving security measures, and fostering professional 
development. The program's design is tailored to the audience's needs, employing 
a blend of online and offline learning methods to provide a comprehensive learning 
experience. Its delivery is characterized by flexibility, accessibility, and practical 
application, ensuring that participants can effectively apply their knowledge in real-
world scenarios. 
Key Findings: 

1. Alignment with Industry Needs: The program is well-aligned with the 
current and emerging needs of the domain management industry, 
addressing critical areas such as cybersecurity, regulatory compliance, and 
technical expertise. 

2. Effective Learning Design: The blend of online learning, in-person 
workshops, and hands-on labs has been effective in delivering a 
comprehensive and engaging learning experience. 

3. Positive Impact: The program has had a positive impact on participants 
and the organization, leading to improved performance, enhanced security 
measures, and increased professional development opportunities. 

 
 
Lessons Learned: 

1. Continuous Update is Crucial: Given the fast-paced nature of technology 
and domain management, regular updates to the program's content are 
essential to ensure its relevance and effectiveness. 

2. Flexibility in Delivery: Offering a variety of learning formats (online, in-
person, blended) has been key to accommodating different learning 
preferences and schedules. 

3. Importance of Practical Application: Hands-on experience and practical 
exercises have been critical in helping participants understand and apply 
domain management concepts effectively. 
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Fig 5.1 Future learning approach  

Future Outlook: 
1. Expansion of Topics: The program may expand to cover emerging topics 

such as cloud domain management, international domain regulations, and 
advanced security protocols. 

2. Integration of New Technologies: Incorporating new technologies like AI 
and blockchain into the curriculum could provide participants with cutting-
edge skills and knowledge. 

3. Global Standardization: As domain management becomes increasingly 
global, there may be efforts to standardize the certification program across 
different regions to ensure consistency and portability of credentials. 

4. Continuous Professional Development: The program may evolve to offer 
more advanced levels of certification and ongoing professional 
development opportunities to support career progression in the field. 

The domain certification program has demonstrated its value in equipping 
professionals with essential skills and knowledge for effective domain 
management. With a focus on continuous improvement and adaptation to industry 
trends, the program is well-positioned to meet future challenges and contribute to 
the professional growth of its participants. 
ASFA program has had a significant positive impact on managers, the business, 
and its intended audience. This success has also inspired the L&D team to explore 
opportunities for high-performing colleagues within the program. To foster a culture 
of continuous learning and knowledge building, the existing knowledge champions 
can be appointed as learning ambassadors, working alongside L&D to drive and 
support the learning initiatives. 
To further enhance the value and engagement of the business, L&D can actively 
involve employees in the design and delivery of learning programs. This 
collaborative approach will not only increase the business's responsiveness to 
learning needs but also empower employees to take ownership of their 
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development. The L&D team should consistently monitor, evaluate, gather 
feedback, and update the program to ensure its ongoing relevance and to maintain 
its position as a leading-edge learning initiative. 
By implementing these strategies, the organization can create a dynamic and 
adaptive learning environment that supports the changing needs of the business 
and its employees, ultimately driving growth and success. 
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