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2
List of QoS criteria for service provision and related measurements

2.1
Generic criteria

Pre-subscription information

Supply time for network access

Supply time for service access

Ease of commissioning of service, Completion efficiency

Contract clarity 

Contract flexibility

2.2
Voice communications 

Proportion of problems with number portability procedures
2.3
Internet access 

Pre-subscription information (Ready availability of information on Service features and conditions of service):

A list of Service features and Conditions of service:

1) Conditions of customer membership, including tariff and options.

2) Number of email addresses.

3) Size of email, storage size, storage time and other relevant details.

4) Availability + conditions for web space.

5) Help line availability + tariff details.

6) Data protection practices.

7) Availability and conditions for control of ‘spam’.

8) Availability and conditions for control of ‘virus’.

9) Availability and conditions for parental control.

10) Availability and conditions for security offerings.

11) Interaction with other ISPs.

12) Residues after uninstallation of ISP software.

2.4
Private network 

3
List of QoS criteria for service operation and related measurements

3.1
Generic criteria

3.1.1
Network Access

Coverage (mobile networks)

Exchange security

Terminal protection

3.1.2
Service Access

If the customer wants to use a service, the network operator should provide him as fast as possible access to the service. 

3.1.3
Service Integrity 

This describes the Quality of Service during service use:

Faults rate: Total outage duration by period 

Duration by outage

Frequency

Number of call to customer support to report faults.

Conformance to the class of service specifications

3.1.3
Service Retainability 

Service Retainability describes the termination of services (in accordance with or against the will of the user).

3.2
Criteria specific to voice communications 

Call set up time 

Call failures

Interruptions (dropouts)

Speech quality

3.3
Criteria specific to Internet Connection 

Percentage of failed attempts to achieve connection and login

Percentage of failed attempts to achieve connection and login during busy hour 

Probability of connectivity loss while using service after login (also to include partial service loss)

Percentage of time of ISP non-availability per access point

Access Upstream speed achieved

Access Upstream speed achieved (Busy Hour)

Typical Upstream speed achieved

Typical Upstream speed achieved (Busy Hour)

Access Downstream speed achieved

Access Downstream speed achieved (Busy Hour)

Typical Downstream speed achieved

Typical Downstream speed achieved (Busy Hour)

Latency

Packet loss

Packet error

Jitter

3.4
Criteria specific to private networks 

Connection failures

Time to set up the connection

Response time

Duration of the transmission of data between the server and the termina

Interruptions

Errors or lacks in transmitted pages

4
List of QoS criteria for customer relation and related measurements

4.1
Generic criteria for quality of customer services

Accessibility: Time to answer, 

Swiftness in answering the call: Rate of answers beyond 20 s

Swiftness in processing the request

Reliability

Assurance

Empathy

Responsiveness

Open hours

4.1.1
Help line 

Level of help line availability

High level of professionalism on help line

Complaints and quickness for their resolution

4.1.2
Customer profile management

Customer profile management availability 

High level of professionalism of customer profile management

Complaints and quickness for their resolution

4.1.3
After-sales service

Swiftness of after-sales service to answer calls

Fault repair time

4.1.4
Billing

Number of billing claims on the amount of bills

Accuracy (counting and tariff)

Bill correctness complaints

Bill presentation quality

Response time for admin/billing enquiries

Billing problems attributable to incorrect CDR

4.2
Criteria specific to voice communications 

4.2.1
Access to the directory services

Time to answer, Rate of answers beyond 20 s

4.3
Criteria specific to Internet connections

Anti-virus protection offerings

Spam control offerings

4.4
Criteria specific to private networks 

