	ToR STF 375

	page 11 of 11



	[image: image1.jpg]TED

World Class Standards




	ToR STF 375 (USER) 

	
	Version: 0.2 - Date: 27 October 2008

	
	Author: P.Y. Hebert

	
	Last updated by: Alberto Berrini 

	
	page 1 of 3


Terms of Reference for Specialist Task Force STF 375 (USER) on ”Audit and approval of metering and billing systems” SA/ETSI/2008-05
Document status
	Current status of these ToR
	Approved by Board#69, EC contract signed

	ToR TB approval reference
	UG#30_15

	Work Items approved
	DTS/USER-00026, DTS/USER-00027

	Supporting Members
	AFUTT, NORMAPME, ANUIT, BNetza


Part I – Policy relevance and expected market impact
1 Policy relevance
At the moment in many countries, electronic communication is the single good whose price is not known exactly before purchasing it and whose metering system is not approved by any formal body.

The activity proposed in this technical proposal is in response to the chapter on “Information Technology and Communications Infrastructure” to the Commission services priorities for ICT standardisation in their 2008 ICT Standardisation Work Programme 2008, specifically related to consumer protection.
Directive 2002/21/EC, “A common regulatory framework for electronic communication networks and services”, article 8, paragraph 2 states:

"The national regulatory authorities shall promote competition in the provision of electronic communications networks, electronic communications services and associated facilities and services by inter alia:

(a) ensuring that users, including disabled users, derive maximum benefit in terms of choice, price, and quality;"

Therefore, the lack of a trustworthy provider's metering and billing system is detrimental to the competition and to the consumers' freedom of choice.

Additionally, with reference to the European Parliament resolution of 19th June 2007 on “Building a European Policy on broadband”, it appears that broadband services are key to the development of a world leading knowledge-based economy. These broadband services are allowing for multiple new services that are also coming with new billing issues. Therefore, the reliability of the billing being a key element of the Quality of Service (QoS), this strengthens the need for a standardized metering and billing approval.
Consumers are increasingly concerned by Quality of Service. To take into account this concern, the ETSI User Group has developed the multipart ETSI Guide (EG 202 009) that was later included in the article 17 list of standards issued by the European Commission following its decision of the 11th December 2006. In ETSI EG 202 009-2, the confidence in the metering and billing systems bears on an approval of these systems by a trusted party, as is the case in the United Kingdom or Germany today. Nevertheless, there is currently no European standard available on this issue.
Therefore, to fulfil this gap, there is a need to develop a standard for the accuracy and reliability of the providers' metering and billing systems that can be used as requirements either for approval or conformity assessment or for self-assessment.

In addition, when a provider wants his metering and billing system to be certified by a third party there is a need, for him, that this party be trustworthy and therefore to be formally recognized for that in this field according to the relevant standards.

Charging and billing is one of the life cycle stages whose quality is crucial to the users who want to be sure that every amount in the bill represents and does not exceed the true extent of services actually provided. Consequently, billing is nowadays one of the most recurrent user complaints to the user organizations (ranked 4th in France for 2007). In practice, users currently have no means to check possible discrepancies between the bill and the use of services. To overcome this point, it seems that an approval of the providers' metering and billing systems should give confidence to the consumers in their providers' bills.

2 Objective and deliverables
All the consultancy companies having experience in bill checking approached by the ETSI User Group, agree that the error level they are used to observing in their surveys ranges between 7% to 12% of the bills. Therefore, it is not surprising that the European User and consumer organizations are waiting for a type of deliverable that should be implemented to give them confidence on the reliability of the ICT providers' bills. 

The UK regulator has launched an attempt to set-up a formal approval of the providers' metering and billing systems. Nevertheless, the field of this attempt is limited due to the lack of European standards in these areas while electronic communications are more and more often trans-network and even trans-border. The proposed deliverable(s) from this action is/are addressed to ICT operators, Internet Service Providers (ISP) and regulators.

The ETSI Specialist Task Force (STF) proposed to undertake the action described in this Technical Proposal will develop a standard to detail how to ensure that every amount in the bill represents and does not exceed the true extent of services actually provided. The purpose is to provide a frame of reference to be used for audit or certification of metering and billing systems. This will be drafted using the experts' own expertise to describe rules that the metering and billing process should comply with to reach the expected result. The next step will be to detail the conditions that any body intending to perform an approval of a metering and billing system should fulfil. When the draft is completed, the STF is expected to test the deliverable against one or two real cases.
In addition, the STF is intended to identify the requirements for bodies providing audit or certification for metering and billing systems in order to assess its conformity to the above frame of reference.
The drafting of the output will be done by using the tools made available by ETSI TC MTS, where needed.

Two different deliverables are expected: 

1. An ETSI Technical Specification (ETSI TS) will detail how to audit the reliability of a metering and billing system: 

DTS/USER-00026 “User Group; Quality of Telecom Services; Requirements for metering and billing systems”.

Scope: The purpose of the action is to detail how to audit a metering and billing system in order to check that all means are taken to ensure that every amount in the bill represents and does not exceed the true extent of services actually provided. It is intended also that this list of requirements should be applicable to any kind of services.
2. An ETSI TS will detail what are the requirements for a trusted party to provide approval of the metering and billing systems:

DTS/USER-00027 – “User Group; Quality of Telecom Services; Conformity assessment; Requirements for bodies providing audit or certification for metering and billing systems”.

Scope: The purpose is to detail what are the requirements for a trusted party to provide approval of the metering and billing systems. The aim of the work will be to review the existing standards in the QoS area (ISO 9000, ISO 17021, ISO 20000, etc.) in order to identify what are those applicable to this particular case and to define the additional requirements for bodies providing audits or certification for metering and billing systems.

This scope encompasses the following issues: 
· Techniques for survey and audit on a wide range of information as well as principles to handle the results of such polls;

· Specification of mechanism for metering and billing 

· Impact of the various types of connection technologies on the QoS of the communications charging information.

· Experience in audit for conformity assessment.

3 Expected market impact
3.1 Benefits and impact

The scopes of the proposed deliverables for approval of the metering and billing systems embraces all the currently available types of eCommunications within a provider area and with the other providers. It includes every kind of services provided in an NGN context.

Beyond the simple phone call, the number of new ICT services being provided is growing very quickly particularly on IP networks that are bringing multiple new types of services (TV broadcast, Video on Demand, games, etc.). The market is expected to grow faster when the proposed deliverables under this action are implemented since the fear to have to pay for undue charges will no longer discourage customers in making a more full use of electronic communications.

ICT providers will have tools to prove to their customers that their bills are trustworthy and hence they will be able to solve disputes more easily without jeopardizing customer satisfaction.
3.2 Consequences if this proposal is not implemented

If the proposed action is not agreed then it is not that the work will be done somewhere else but rather that the work will not be done at all and that therefore the European consumers will continue to have disputes with their ICT providers about the accuracy of their bills. More importantly, the fear to have to pay an unfair price will continue to discourage them from using more ICT services and particularly the new ones.
4 Stakeholder engagement

4.1 Stakeholder representatives

This proposed action has the support of the “Association Francaise des Utilisateurs de Télécommunications” (AFUTT), the “Associazione Nazionale Utenti Italiani di Telecommunicazioni” (ANUIT), NORMAPME and BNetzA.  AFUTT and NormaPME will actively support the Steering Committee that will directly advise the STF on an as required basis.

AFUTT has been involved in Quality of Service research for several years and proposes to bring the expertise of its membership dedicated to the Quality of Service aspect and gathering, in addition to users and operator representatives, experts from universities and specialist consultancies. The members of AFUTT, ANUIT and NORMAPME will provide advice to the Steering Committee for the work performed by the STF. 
Every regulatory body should be interested in the proposed standards. Service providers should be interested too since compliance to such a standard should reduce user complaints and can be used by them as a competitive advantage.

Despite the lack of standards, several regulators have already implemented such an approval in their countries (e.g. UK, Germany, Spain and Italy).

Part II - Execution of the work

5 Methodology and approach

5.1 Specialist Task Force (STF)
ETSI will perform this work by the creation of an ETSI STF reporting the milestones to the ETSI User Group according to the planned User Group meeting agenda (to be planned in more detail) and additional dates agreed by the User Group and Steering Group chairmen. The ETSI User Group will be responsible for the approval of the output of the deliverables to be produced in close collaboration with ETSI TC STQ (Speech, Transmission & Quality aspects).

Links with ETSI TCs HF, STQ and MTS will be maintained on this issue and draft deliverables will be circulated to them for comments before ETSI User Group approval.

The STF will develop two ETSI Technical Specifications (ETSI TS) as their main deliverables on how to audit the reliability of a metering and billing system and to detail what are the requirements for a trusted party to provide approval of the metering and billing systems (as outlined in clause 4 of this Technical Proposal).

The STF will also provide an Interim and Final Report to the EC and EFTA.

5.2 Other type of activity than STFs

Co-ordination with various stakeholders will be necessary to achieve the best outcome of this work. Stakeholders will be encouraged to provide comments and input to the ETSI deliverables and the draft ETSI deliverable(s) will therefore be made publicly available at the STF Web site throughout their development.
The reform of the European Telecom legislation intends to bring new user rights and has therefore to be studied and taken into account, especially concerning the amendment of Directive 2002/022/EC on Universal Service and users’ rights relating to electronic communications networks, with particular stress on articles 4, 9, 21 (paragraphs (2) to (6)) and 22. 

5.3 Experts qualification required, mix of skills

The following experts are required to perform the work.  The actual number of experts and mix of skills may depend on the actual applications received and will be decided when setting up the STF.

· Number of experts required: 2 to 3 (Team of experts with different expertise)

· Relevant expertise required: experience in Quality of Service survey and audit, knowledge in the monitoring of metering and billing process accuracy and reliability, experience in certification auditing.

5.4 Methodology 

This proposed action will build on a number of other results from SC USER GROUP and, furthermore, relevant input is expected from other standardisation institutions such as the ITU-T, ANSI and W3C. 

The proposed action will be split into the following four main tasks, based on previous SC USER GROUP work:

1. Review the content of the current practices for  Metering and Billing System Approval;
2. Drafting a list of requirements for metering and billing systems;
First step 
· According to the expert experience, identify every possible discrepancy in bills in order to investigate what could be the reason for that and expected size. 
· In particular, identify the possible errors in the content of the Metering and Billing information when such information is made available by a service provider different to the one who sends the bill to the customer. In the same manner, possible errors will be tracked down in the case the service providers and network providers are different or there are multiple service providers.
Second step
· Review the content of Ofcom documents (Metering and Billing System Approval Scheme Guide, The Oftel Metering and Billing Direction) as well as the RegTP documents (Telecommunications Customer Protection Ordinance -"TKV" §5).

· What are the issues about counting accuracy and how to ensure the highest possible accuracy is provided?

· What are the causes for discrepancy between the actual use of the service and the accounting? How to check such discrepancies are avoided?

· How to ensure the accuracy of the compliance to the published tariff?

· How to ensure the accuracy of the Metering and Billing information when the service provider is different to the entity that establishes the bill to the customer or if the service provider and network provider are different or there are multiple service providers and network providers.

· How to avoid limited account undue overrun?

· How to avoid errors in detailed bill?

· How to avoid errors in real time expense information?
· Circulate and comment the drafts to the User Group and STQ

3. Carrying out a validation test in real size with one or two provider

· Define the perimeter of the tests taking into account cases where the service provider and network provider are different or there are multiple service providers and network providers.

· Carry out the tests.

· Process the results and revise the specifications.

· Present the final draft for approval.

4. Drafting of the requirements for a trusted party to provide approval of the metering and billing systems
· Review the existing standards in this field and use those appropriate as reference then to add what is specific for an audit and certification for metering and billing systems.

· Particular care should be given in the case where the service providers and network providers are different or there are multiple service providers and network providers.  
· Present the final draft for approval.

In order to encourage the involvement of and ensure dissemination of information to stakeholders, the STF will, in addition to action as stated in clause 5.2 (e.g. use of web pages), present the findings and standardization proposals in a way that will be organized for the main stakeholders (operators, ISP and regulators) when the work has progressed sufficiently in order to get their advice, comments and reactions.

In addition, the main specialized magazines will be invited to publish a presentation and to provide comments on the work.
An open Steering Committee, created at the start of the action, will provide guidance to the STF. This is expected to allow ETSI Members who could not provide experts for the STF to monitor and contribute to the progress of the work. This is will also provide for co-ordination where needed.

AFUTT, ANUIT and NORMAPME will provide active support by means of this Steering Committee. 

6 Performance indicators

Efforts will be made to try to ensure that every interested stakeholder is identified. Coordination and cooperation will be carried out with the identified stakeholders and communications and promotion of the activity to them will be done using a number of different means:

· Presentations to various groups and stakeholders

· The STF web page will provide information about the various stakeholder activities and certain drafts will be made available for comments.

· A mailing list of stakeholders will be created and maintained,

Details of this activity will be reported in the reports to the EC/EFTA as part of the elements listed below to indicate the openness of the activity, the effort to encourage contributions and to raise the visibility and level of interest in the outcome.

The efficiency of the project should be assessed by means of the parameters highlighted.  

Effectiveness: All the progress reports will indicate the number of participants involved in the project for any input provided, any meeting attended held in relation to this work, any presentations made on this activity or any feedback received. The confidence in the requirements contained in these deliverables would be strengthened if the STF can convince some providers to accept to validate it on their own Metering and Billing Systems. This will need significant resources.
Stakeholder engagement: The progress reports will also provide indication on stakeholder representation in the project. Details will be recorded to indicate the openness of the activity, the visibility efforts made to encourage contributions and the level of participation achieved.
Dissemination of results: The User Group will provide in its annual reports an assessment of the dissemination of project deliverables and efforts made to raise industry awareness of the activity. 
Impact: A questionnaire on the satisfaction of the stakeholders will be carried out on every suitable occasion with results recorded in the progress reports and Final Report.

Timeliness: Compliance to the work plan schedule and acceptance of the deliverables will be reported in the Interim and Final Reports. The efficiency of the action will also be supplemented by the follow-up of milestones set for the work with a target of finalisation within the schedules set with a less than 10% delay target for the work.

On a quantitative basis, it is proposed to outline the number of services that have been taken into account in the deliverables.
7 Work plan, milestones and deliverables
7.1 Deliverable

The STF will develop two ETSI Technical Specifications (ETSI TS) as their main deliverables on how to audit the reliability of a metering and billing system and to detail what are the requirements for a trusted party to provide approval of the metering and billing systems. Full details of the deliverables and their scopes are given in clause 2 of this Technical Proposal.

DTS/USER-00026
User Group; Quality of Telecom Services; Requirements for metering and billing systems”.

DTS/USER-00027
User Group; Quality of Telecom Services; Conformity assessment; Requirements for bodies providing audit or certification for metering and billing systems”.

The ETSI deliverables will be published before the conclusion of the action: 31 October 2010..

The following reports will be submitted to the EC/EFTA:

· Interim Report to be delivered to EC/EFTA before 31 October 2009
· Final Report to be delivered to EC/EFTA before 30 June 2010
The Final Report must be produced after the ETSI deliverables have been published and must include the assessment of the “performance indicators”.
7.2 Work plan 

ETSI will perform this work by the creation of an ETSI STF reporting the milestones to the ETSI User Group according to the planned User Group meeting agenda (to be planned in more detail) and additional dates agreed by the User Group chairman. The technical content will be developed through consultation, studies and desk-based research. Stakeholders will be encouraged to provide comments and input to the ETSI deliverables, either at various meetings and events or by emails. The draft ETSI deliverables will therefore be made publicly available at the STF Web site throughout their development.

The following tasks are expected and estimated (more precise content and resources assigned will be specified when the STF is established). The STF work will include the following tasks:
Work Item: DTS/USER-00026

· Task 1:  Establish the STF team, 2 months after the date of signature (S + 2).

· Task 2:  Start-up activities and Table of Contents for ETSI TS, (S + 3 to S + 6)

· Task 3:  Production of first stable draft for review by the ETSI User Group (S + 9).

· Task 4:  Interim Report to EC/EFTA, (S + 10).

· Task 5:  New and updated draft for User Group review (S + 12).

· Task 6:  Final drafts to be submitted to ETSI User Group for approval (S + 15).

· Task 7: Publication of ETSI TS (S + 17).

Work Item(s): DTS/USER-00027

· Task 1:  Establish the STF team, 2 months after the date of signature (S + 2).

· Task 2:  Start-up activities and Table of Contents for ETSI TS, (S + 3 to S + 6)

· Task 3:  Production of first stable draft for review by the ETSI User Group (S + 9).

· Task 4:  Interim Report to EC/EFTA, (S + 10).

· Task 5:  New and updated draft for User Group review (S + 13).

· Task 6:  Final drafts to be submitted to ETSI User Group for approval (S + 15).

· Task 7: Publication of ETSI TS (S + 17).
The following table illustrates the expected tasks. The milestones (MS) are tentative as they depend upon future decisions about the scheduling of the ETSI User Group meetings, to which these milestones will be reported.
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Further details on the proposed tasks are provided below:

Task 1:
Establish the STF project

Technical experts will be recruited following the ETSI procedures to participate in the STF and the allocation of resources and tasks will be agreed.

Task 2:
Start-up activities

The work of the STF will be initiated at the first STF meeting, along with the development and agreement of a plan to provide the delivery required from this STF by this proposal. Relevant input such as available standards, recommendations, published research and reports on ongoing studies will be identified and efforts will be made to contact relevant stakeholders. A publicly available Web site will be created and published via the ETSI Portal. The Web site will provide information on the STF’s goals, the team, contact information, time plan and further details of the work, together with the work plan covering milestones. The draft ETSI deliverables will be available for comments and input, at the STF Web site.
The STF will develop the first versions of the ETSI deliverables, which will contain a table of contents and scope. These will be reviewed and approved by the ETSI User Group and/or the Steering Group.

Task 3:
First stable drafts for review
The first stable draft versions of the ETSI deliverables will be made available for review. The achievement of this step will be endorsed and agreed by the ETSI User Group. 

The two ETSI deliverables described earlier will be developed. Contacts with stakeholders will be important from early stages of the work as well as dissemination activities in later stages in order to ensure the best possible take up of the results. Comments and input from stakeholders will be collected either face to face at various meetings and events or by email. It is foreseen that the drafts will be reviewed on a continuous basis until near to the User Group approval stage to ensure that late-incoming information/requirements will still be considered and, if relevant, included.
Task 4:
Interim Report to the EC/EFTA
An Interim Report to EC/EFTA on the progress of the work will be developed. This task will also provide the latest available drafts of the ETSI deliverables, as well as information about the resource usage and performance indicators.

Task 5:
Updated drafts for User Group review
The two draft deliverables will be updated according to the input from stakeholders and the Steering Group. The updated draft deliverables will be available from the web page to provide a further opportunity for stakeholders to provide input before the drafts are finalised and presented to the ETSI User Group.

Task 6:
Final drafts to the User Group
The final drafts the two ETSI TS will be developed. The STF will prepare the final draft versions, submit them to the ETSI User Group where they will be reviewed and approved for publication.

Task 7:
Publication of the ETSI TS
The STF will ensure that any comments from the User Group at the TB approval stage are incorporated into the drafts before forwarding them to the ETSI Secretariat before final processing and publication.

Task 8:
Conclusions and Final Reporting to EC/EFTA

The STF will prepare the Final Report to EC/EFTA. The publication versions of the ETSI deliverables will be provided together with the Final Report and the necessary elements such as performance indicators and information about spent resources and costs. 

Part III:
Financial part

8 Guidelines on the implementation of the Framework Partnership Agreement:

8.1 Total action costs: 147 000 €
8.2 Indirect costs: There are no indirect costs involved.
8.3 Direct costs: 93 000 €
8.3.1 Expert manpower 

Total cost for STF resources for the creation of the ETSI Technical Specifications (TS):


137 working days at 600 € per day: 82 200 €. 

Number of experts required for the creation of the ETSI TS:


2 - 3 experts for a total of 137 days.
The manpower resources required to draft deliverables are split as follows:

Drafting requirements for metering and billing systems: 45 working days.

Identify the requirements for a trusted party to provide approval of the metering and billing systems: 30 working days
In addition to the drafting of the deliverables, the STF will perform the following tasks:

Drafting non-published documents (Management Reports to the ETSI Secretariat and User Group, User Group and Steering Committee reports, Guidelines for test protocol validation): 20 working days
Attending meetings (4 User Group and 2 Steering Committee meetings): 12 working days
Validation of the requirements to take place before the final editing of the deliverables for approval: 30 working days.

Total manpower resources required: 137 working days (82 200 €)

8.3.2 Travelling costs

Travel will be needed to attend the User Group and Steering Group meetings, as well as for the validation process. 

Total estimated cost for travelling: 10 800 €, including travelling costs to:

· 4 User Group and 2 Steering Group meetings 

· Other meetings needed for validation tests (6 travels)

8.3.3 Subcontracting: no subcontracting will be needed.
8.4 In-kind contributions:

The in-kind contribution is indicated in the relevant estimated financial budget and will follow the provisions of Clause 4 of the “Note for guidance for the implementation of the Framework Partnership Agreement 2004-2007 between CEN, CENELEC, ETSI and the European Commission signed on 11 December 2003 (revised September 2006)”.
This proposed action will involve user representatives from the early stages of the work to define the requirements in this area. Regular contacts will be maintained with user representatives such as the EDF, ANEC, AAATE, RNIB, COST 219ter and national institutions representing groups with disabilities. The STF will also cooperate with relevant industrial and research activities and standardization fora. Further details on stakeholders who are expected to contribute are listed in clause 4 (Stakeholder engagement). Considerable in-kind contributions to the two deliverables are therefore expected from stakeholders and SC USER GROUP because of the expected great impact of the work and the considerable industry interest.

Full details of which meetings will be attended is not possible at this stage as the date of signature will affect the timing and location of the meetings which are still not finalised in the organisations themselves. However, it is estimated that there will be a need to travel to 6 meetings of the ETSI User Group and for Steering Committee meetings in the period concerned plus attendance at meetings needed for validation tests (approximately 6 travels).The number of meeting participants also varies so all figures other than those for the ETSI User Group are basic estimates. It is also expected that the STF will attend the European Regulators' Group for an opportunity to present the output during one of its meetings during the period of the work.

In-kind contributions will be justified by signed attendance by participants in the planned activity. The information provided will be as agreed in the note for guidance for the implementation of the regulations in relation to voluntary, consensus-based standardisation activity. This in-kind contribution will mainly come from active review and participation of stakeholders in the STF Steering Group, the active review of members from the ETSI User Group and with stakeholders.

The following is a summary about the ESTIMATED contribution in kind:

· 54 days from meetings of the ETSI User Group and of the STF Steering Group.

· 36 days from other meetings and actions with other external bodies and stakeholders.

It is assumed that there will be up to 6 meetings of the USER GROUP and the Steering Group over the duration of this action. It is expected that up to 4 members will provide days of in-kind contribution (1 day of the meeting being the equivalent to 3 days of in kind contribution at 600 EUR/day which is expected to be around 54 days). Other meetings and actions with external bodies and stakeholders are expected to add the remaining days of in-kind contribution (1 day). Following our experience of previous actions, it is expected that the quotation will be achievable.

The total cost of funding via in kind contribution is 54.000 EUR € (36,73% of the total) which is calculated as being equivalent to 90 working days at a cost of 600 EUR per day.
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