
Terms of Reference for Specialist Task Force STF 229 on
Determination of user's QoS criteria for Internet Access in Europe

1
Reasons for proposing the Specialist Task Force (STF)

Internet has been with us for some time and is now at a stage where meaningful comparisons of ISPs by the customers for the Quality of Service (QoS) delivered will become a necessity fairly soon. There is no credible and validated set of performance criteria that may be used by the ISPs to report delivered performance of access to their service.

Some work has already been done in this area notably the EC funded project carried out by Bannock Consulting, whose report was published in August 2000 and the CEN/ISSS workshop whose output was published in 2001. However this basic foundation work has not been validated against customers. Before the performance criteria may be used for recommending ISPs to publish delivered results the following questions need to be answered:

a)
are there any other criteria that are of concern to the users?

b)
what are the uniquely identifiable groups of customers who have specific requirements?

c)
what is the order of priority of the performance criteria for each of these groups?

d)
what is the preferred performance values for parameters which quality for such quantification?

This proposal is aimed to complete the picture whereby the output may be used by EC and / or ETSI for formulating parameters on which performance is to be reported by the ISPs in Europe.

2
Consequences if not agreed:

There is currently not sufficiently researched information on what the customers really want. Though due credit is given to work already done and this will be starting point for this work the current work is inadequate for consideration by ETSI or EC for example recommending performance criteria for ISPs to report on.  

Unless the above have been established by consultation with users in a representative set of samples the current information will be inadequate for recommendation as criteria for quoting delivered performance of ISPs.

3 
Detailed description

3.1
Subject title

Determination of QoS criteria that are concern to users for Access to the Internet in Europe.

3.2 
Reference Technical Body

The User Group will be responsible for the approval of the output of the deliverables to be produced. Due to the size of the User Group a steering group is not needed to provide guidance to the STF. Nevertheless, it could be created if the other interested TBs find it useful for the co-ordination with them. 

3.3
Other interested TBs (if any):

At present STQ is identified as a body who will make use of this information in the formulation of mobile QoS criteria for the specification of performance, both planned and delivered. Other ETSI TBs may be identified later. The European commission and  ITU-T may also be interested in the outcome of this STF. 

3.4
Target date for the start of work:

The work is expected to commence in October 2002.

3.5
Duration and target date for the conclusion of the work (TB approval):

The work is expected to be completed by July-August 2003 and TR publication in October 2003.

3.6
Resources required

3.6.1
Necessary manpower

Total resources required: 2 man months (26 KEUR).

This will include travel to 6 countries in Europe, interviews with user groups/representatives, manufacturers, service providers and regulators. Additionally it will also include postal, email and telephone interviews with persons/bodies who could contribute. Finally it will also include the time for analysis of the findings and writing of the report. 

3.6.2
Estimated costs, additional to the manpower:

The travelling costs is estimated as follows;

7 trips to the following countries

Ireland, UK, France, Germany, Finland or Sweden, Poland, and one of the Mediterranean countries at 1300 per trip = 9100 EUROS.

Travelling costs to attend 2 TB meetings @ 1 300 each = 2 600 EUROS

Total travelling costs expected = 11,700 Euros.

Additional (marginal) cost may be incurred to run the survey.  This may be taken out of the travel budget allocation.

3.6.3
Qualification required, mix of skills

One expert is required with the following skills: ability and experience of determining QoS criteria by conducting interviews with users, an understanding of the issues on Internet Access QoS criteria.  Familiarity with the European scene and standards work is essential.

3.7
Scope of Terms of Reference:

The QoS that are of concern to users will be obtained by interviewing users, regulators and manufacturers in 7 countries with the following points in mind: 

a)
are there any other criteria in addition to those currently identified that are of concern to the users?

b)
what are the uniquely identifiable groups of customers who have specific requirements?

c)
what is the order of priority of the performance criteria for each of the main groups?

d) what are the preferred performance values for parameters which qualify for such quantification?

The detailed description of the STF approach is in Annex A

3.8
Context of the task(s):

The following tasks will be undertaken to determine as representative user and customer criteria as possible in order to make it meaningful;

Travel and interview in representative number of countries i.e. Ireland, the UK, France, Germany to cover the middle European users, Sweden or Finland to cover the thinly populated but spread out geographical region where the user QoS criteria may be different, one East European country perhaps Poland, and one Mediterranean country, Italy, Portugal, Spain or Greece.

In each country the following representatives are aimed for interview; the user group representative or the users, service provider representative of mobile services, manufacturers of terminal equipment where these are present and regulators.

Additionally contacts will attempted with other countries represented in the ETSI and attempts will be made to obtain opinions from them by email and/or telephone interviews. Postal interview in the form of questionnaires will also be attempted where this is necessary. However it is recognised that this will be the last resort, as it is the least accurate form of determining QoS criteria.

The resulting data will be analysed and a set of QoS criteria will be formulated. Where there is a geographical bias or preferences for certain criteria these will be noted.

These will be, if possible, prioritised and should be in a form for use by STQ and any other body.  

3.9
Related activity in other bodies and co-ordination of schedules:

It is not thought that there is similar work that is being carried out elsewhere in ETSI. However if there is another TB who would be interested and co-ordinate with this work their input will be welcomed.

3.10
Base documents and their availability

The starting point will be the knowledge level of current work - namely the Bannok report and the CEN/ISSS work mentioned earlier. Current literature will be evaluated and practices in other countries particularly Australia and the USA will be looked at for helpful ideas.   

3.11
Work Item(s) from the ETSI Work Programme (EWP) for which the STF is required:

DTR/USER-00013

3.12
Expected output(s):

ETSI Technical Report. This will be made available to any interested party such as ETSI STQ, European Commission, CEN, CENELEC and the ITU-T. 

· Intermediate Report for EC/EFTA
date: November 2002
· Interviews and Workshop
date: February 2003

· First draft TR
date: April 2003

· Draft TR
date: August 2003

· TB approval
date: September 2003

· TR publication
date: October 2003
· Final Report for EC/EFTA
date: October 2003
v0.3 – OCG17(02)23, reviewed during the Preparatory Meeting 01 Oct 2002, including approach (Annex A) 15 Oct 2002

Annex A: STF 229 approach

1
Background

The Internet is here to stay and its progress and usage has reached a stage whereby it is considered desirable for users to be given an idea of the QoS criteria to enable them to compare the performances of the suppliers in the market. A list of QoS criteria validated by uses is not at the present available. Studies carried out to date have come some way towards this goal. This STF is intended to close the gap by carrying out a customer validation and arrive at a set of QoS criteria.

2
Purposes and Scope

The purpose of obtaining a set of QoS criteria for Internet Access is to enable ETSI to define these criteria as parameters, define methods of measurement, state how these results may best be presented in terms of format, measurement units, frequency of measurement and publication etc. to enable users to get a fair idea of the performance of the ISPs in the market.

The STQ TB of the ETSI has already allocated resources to carry out the documentation as and when the outcome of this STF becomes usable. The leader of this STF is also a member of the STQ and will be responsible for the liaison between this study and the STQ activity.

The scope of the project will be confined to the fixed link access; i.e. both dialled and fixed access but excluding mobile and satellite access and services. All accessible services would be covered, but in practice dominance will be given to the most used services, i.e. email, web surfing, web downloading, various activities of ecommerce, interactive services such as chat etc.

3
Methodology of carrying out tasks in the STF project

Methodology of carrying out of the various tasks would be grouped as follows;

Stage 1:
Review of the state of the art

In this stage a survey of the work done in this area will be carried out. Emphasis will be given to work carried out for Europe. Relevance of work carried out outside Europe will be given in terms of its use to this study. This exercise will be carried out by searching for published work in the Internet, speaking to the regulators, ISPs, telecom providers and user groups and any other relevant party in Europe. A report will be made on 30 November 2002 of the state of the art and the intended course of action in the remaining parts of the project.

Stage 2:
Discussions and workshops in European Countries

Discussions and workshops are planned to take place in representative parts of Europe. It is thought that such discussions should take place in representative countries frommiddle Europe, Nordic countries (from Finland, Sweden, Norway or Denmark), Mediterranean country (from Portugal, Spain, Italy and Greece) and one East European country (from Poland, Estonia, Latvia, Lithuania, Slovakia, Slovenia, Czech republic etc). The selected list of countries is: Ireland, UK, France, Germany, Poland, Finland and Italy and or Greece. As and when the discussions and workshops progress if it is thought that there ought to be a change in the countries to be visited such changes will be studied and changes carried out. However it is not intended to seek increase in the budget for this project. From these discussions a set of QoS criteria are expected to be arrived at as being of concern to the users. 

Stage 3:
Customer validation of QoS criteria

A questionnaire will be designed to test the validity, priority and preferred values (where these are considered meaningful) for criteria identified from stage 2. Customers will be asked if any further QoS criteria are to be added and their comments on the priority of these would be sought.

The customer validation is planned for a Europe wide population. The customer population of the FITCE (Federation of Telecommunication Engineers of the European Community) which has a membership of 3000 plus in the following countries has been earmarked for this survey (Ireland, UK, France, Germany, Spain, Italy, Greece, Holland, Luxembourg, Belgium, Poland and Austria). 

Stage 4:
Survey results will be checked for statistical signficance. Upon confirmation of this results will be analysed and prioritised set of QoS will be arrived at. This will form the basis of the report and input to the STQ for preparing the document (Technical Report) on terms and definitions for QoS criteria for ISPs to report delivered QoS. In the absence of statistical significance further samples will be surveyed.

4
Milestones

These have already been defined at the STF preparatory meeting of 1 October 2002.

5
Interim and final reports

These have also been defined at the STF preparatory meeting of 1 October 2002.

6
Parallel action with the project

Liaison with STQ will take place under the responsibility to the STF leader to ensure that the STQ report will be produced with minimum of gap between the STF report and the documentation of TQ.

7
Targeted end result of the project

The targeted end result of the project are the final report and the documentation from STQ with terms, definitions, methods of measurement and presentation of results of QoS parameters for ISPs to report delivered QoS on Internet access.

