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Part I – Policy relevance and expected market impact
1 Policy relevance
This proposal is to be seen in support to the Commission services priorities for ICT standardisation in 2008, more specifically in support of the INFORMATION TECHNOLOGY AND COMMUNICATIONS INFRASTRUCTURE clause of the document, with a particular emphasis on consumer protection.
In the Framework Directive, Article 8, Policy objectives and regulatory principles, there are several statements to encourage regulators to help users to take advantage from competition:

“2.
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;

4.
The national regulatory authorities shall promote the interests of the citizens of the European Union by inter alia: 

(d)
promoting the provision of clear information, in particular requiring transparency of tariffs and conditions for using publicly available electronic communications services;”

This has again been strengthened in three of the four key areas of the Commission’s proposals for the review of the telecoms regulatory framework, adopted on 13 November 2007:

More competition
“... the proposed new rules give the Commission the power to oversee remedies proposed by national regulators, to help ensure a more consistent, efficient and speedy application of these across the EU.”

Better regulation

“... regulators need to continue their efforts to create conditions in which new entrants can more effectively stimulate competition, and therefore improve services and lower costs for consumers.”

Protecting consumers better

“... In particular, operators will be obliged to publish information on prices so that consumers can more easily compare the different offers on the market.”
Maximum benefit in terms of choice, price, and quality means that users should have available reliable information on the Quality of Service (QoS) they can expect from the various offers at any stage of the service life cycle including stages other than utilization of the service. Unfortunately, the standards currently available are, in some aspects, not specific enough to ensure the reliability and the comparability of the results. Therefore, there is a need for standards to fulfil the current gaps in QoS assessment and to make available comparable QoS information provided from different sources. This is what is seen as needed to give confidence to European customers on the quality of the ICT providers' services. 

Consumers are more and more concerned by QoS. In the current competitive world, users are very interested in information on the Quality of Service (QoS) delivered by the various providers in order to be able to find and select the provider most suited to their specific expectations on QoS and hence take every advantage of the competition. Therefore, this work will contribute to help to a more thorough implementation in their countries of Article 22 of the Directive 2002/22/EC is crucial in this aspect, taking into account new opportunities brought by Next Generation Networks (NGN). 
Nevertheless, this Directive (2002/22/EC) does not embrace all the aspects of the QoS crucial to the users as highlighted by the analysis of the complaints brought by the users to their user organizations. This study shows for several years that if around 30% of the users' concerns are about the technical quality of the service, most of their concerns are related to aspects like helpdesk, provisioning, contract or billing issues and this trend seems to strengthen. 

This is why the ETSI User Group has developed a multipart ETSI Guide, approved by the ETSI membership, intending to tackle all the QoS aspects regarded as crucial to the users. This deliverable is included in the list of standards and/or specifications for electronic communications networks, services and associated facilities and services, replacing all previous versions issued by the European Commission following its 11 December 2006 decision. Nevertheless, if this deliverable lists all the QoS parameters needed for an overall assessment of the QoS and despite the large amount of work performed on the QoS of the legacy networks, the standards describing the test protocols are missing for several of them and should be developed to enable the comparison of the QoS assessment results from the various providers. 

In addition to that, another condition to ensure the comparability of the QoS measurements is that those carrying out such surveys have the appropriate knowledge and objectivity. Therefore, another task under this proposed action will be to detail the requirements for the bodies undertaking surveys on any aspect of the quality of the telecommunication services whether this body is the provider himself or a third party. 

The added-value of this proposed activity lies in the enlarged scope of the QoS assessment, tackling issues that have not been thoroughly taken into account so far. Another advantage of this proposal, is that it is to be handled by specialists in QoS assessment under the control of user representatives

2 Objective and deliverables
This objective of this proposed action is to define the missing test protocols needed for the QoS parameters related to the following life cycle steps:

· Preliminary information, 

· Establishment of the contract, 

· Service provisioning, 

· Service alteration, 

· Technical upgrade, 

· Service support, 

· Complaint management, 

· Repair, 

· Charging/Billing, 

· Network/service management and 

· Cessation

Among the QoS parameters taken from ETSI EG 202 009-2, those without standardized test protocols that should be taken into account for the first deliverable are listed in Clause 5. 

The deliverables from this action are addressed to ICT operators, Internet Service Providers and regulators.

To perform this work, it is proposed to recruit experts as part of an ETSI Specialist Task Force (STF) who will draft the test protocols using their own expertise, then to carry out a validation survey among a pilot user panel in order to identify possible failures in the protocols and, if needed, to fix them. 

Considering the requirements that bodies carrying out QoS surveys should comply with, the purpose is to identify the rules needed to ensure that the results are objective and comparable between various surveys and between various test samples. This will need a thorough review of the existing standards (ISO 9000, ISO 17021, ISO 20000, etc.) and to specify rules for the choice of samples when measurements on the whole traffic are not possible and the development of a frame of reference including the possible consequences of the development of the NGN and of the separation between network and service provision.

Three different deliverables are expected: 

1. An ETSI Guide should describe the QoS parameters test protocols needed for the assessment of the QoS of the non technical stages of the service life cycle.

DEG/USER-00024 User Group; Quality of Telecom Services; Test protocols for the QoS parameters of the service life cycle steps other than utilization.

Therefore, since technical features are outside the scope, this will cover all types of eCommunication services.
2. An ETSI TS should detail how to ensure that anyone intending to carry out a QoS assessment for publication has the required competences and is free of any market pressure to guarantee the objectivity of the work and the reliability of the results.

DTS/USER-00025 User Group; Quality of Telecom Services; Conformity assessment — Requirements for bodies providing QoS audits and surveys.

This deliverable focuses on the rules needed to ensure that the results of a QoS survey are objective and comparable, and its scope encompasses the following areas:

· Techniques for survey and audit of a wide range of people as well as principles to handle the results of such polls

· Impact of the various types of connection technologies on the QoS of the communications

· Experience in audit for conformity assessment.

The scopes of the deliverables are as follows:

· DEG/USER-00024
“EG test protocols for the QoS parameters of the service life cycle steps other than utilization.”
Scope: The whole range of indicators and QoS parameters for the service life cycle steps other than utilization of the service, e.g. Preliminary information, Establishment of the contract, Service provisioning, Service alteration, Technical upgrade, Service support, Complaint management, Repair, Charging/Billing, Network/service management and Cessation. The purpose of the STF is to fulfil the gaps of the missing standardized test protocols for QoS parameters in EG 202 009-2 so that the results are fully comparable and reproducible whatever provider is targeted and whoever carries out the tests. It is intended also that these protocols are applicable to any kind of services.
· DTS/USER-00025
“Conformity assessment — Requirements for bodies providing QoS audits and surveys”
 Scope: the purpose is to list the rules needed to ensure that the results of QoS audits and surveys are objective, reproducible and comparable. The work aim 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 QoS audits and surveys. Finally, it will carefully describe the QoS assessment process including the rules to select a representative panel of users. All together, these statements are intended to be used as a frame of reference.

During the drafting of these documents it appeared that an additional document was needed to facilitate the implementation of the methodology of testing covering more than eighty parameters defined in EG 202 843 and the conformity assessment of the whole process. The development of a new DTS has been proposed in the Interim Report:

· DTS/USER-00032 : User Group; Quality of ICT Services; Assessment process of the QoS parameters of the customer relationship stages
Scope: The present document details the test sequences based on the definition and test methods defined in DEG 202 843. The deliverable will define the generic test sequences for the 4 types of parameters, Time, percentage, number and Opinion Ratings. As an example it will also provide a set of dedicated test sequences for parameters of selected stages of the customer relationship course (QoS Assessment process).
The intention of this document is to define a common set of test sequences that are applicable by any stakeholder in order to provide results that are objective, reproducible and comparable.

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

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

3 Expected market impact
3.1 Benefits and impact

The output from this proposed activity will be addressed to ICT operators, ISPs and regulators. The market concerned can embrace the ICT services provided as well on conventional network and on IP networks. Market development can be enhanced as the ICT services provided are growing very quickly particularly on IP networks that are bringing new types of services (TV broadcast, VoD, Games, etc.) and QoS parameters are needed for each of them. This proposed work will provide greater confidence to the customers on getting what they intend to buy and this should be expected to boost the market.
The added-value of this proposed action lies in the enlarged scope of QoS assessment, tackling issues that have not yet been thoroughly taken into account to date. Another advantage of the proposal is that it is to be handled by specialists of QoS assessment under the control of user representatives. 

The market is expected to grow faster when these deliverables are implemented since customers will be able to choose their offer with a full knowledge of the provision conditions. Without such information, customers are reluctant to buy new services due to the fear that they will not bring them the QoS expected and in particular that they could experience problems at some stage of the life cycle other than utilization of the service.

In addition to that when statistics are made available to the public on all aspects of QoS, it is expected that the competition will lead to a higher QoS provided to the benefit of European users.
3.2 Consequences if this proposal is not implemented

The consequences expected, if this proposed action is not agreed, 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 discover some time after subscribing to a new service that the QoS delivered is not that they expected. Therefore, in such a case, to obtain the QoS required, consumers will have to switch to another provider with likely some penalty or to enter in some kind of litigation as those that the consumers are currently submitting every day to the user organizations.

Taking into account the size of the proposed activity (around 80 indicators with one or several parameters corresponding to each of them) and the limited resources of the user and consumer organisations, this task cannot be dealt with by the User Group members without funding to support the assistance of experts bringing their experience in surveys and polls.
4 Stakeholder engagement

4.1 Stakeholder representatives

French operators, French and German regulators as well as several users' organizations (Afutt, Anuit, NormaPME) are interested in this project. In addition, experts with strong experience in QoS assessment are prepared to help this work.

AFUTT, ANUIT NormaPME and BNetzA are strongly supporting this project. More members are expected to join them. AFUTT and NormaPME will provide information and report on the progress of work to the Steering Committee. AFUTT is involved in QoS researches since several years and proposes to bring the expertise of its Club dedicated to the QoS and gathering, in addition to users, experts from university and specialist consultancy. The members of this Club will provide advice to the Steering Committee for the STF work. In addition, AFUTT will provide manpower for the management of the deliverables and for the expert coordination. 

4.2 Indication for an up-take of the results by industry 
There is currently a trend from various regulators (Agcom (Italy), Anacom (Portugal), Benetza (Germany), Bakom (Switzerland), CMT (Spain) and Ofcom (UK)) to implement QoS assessments bearing on such approach but limited to the available standardized QoS parameters.
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 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 deliverables, an ETSI Guide (DEG/USER-00024 – “Test protocols for the QoS parameters of the service life cycle steps other than utilisation” and an ETSI Technical Specifications (DTS/USER-00025 – “Conformity assessment; Requirements for bodies providing QoS audits and surveys”). 
The STF will also provide an Interim and Final Report to the EC and EFTA.

An open Steering Committee will be created to provide guidance to the STF. This is expected to allow ETSI Members who could not provide experts for these STFs to monitor and contribute to the progress of the work.
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 findings and any standardisation proposals will be presented to the main stakeholders (operators, ISPs and regulators) when the work has matured enough in order to get their advice and feedback. 

The test protocols for QoS parameters would be usefully validated via actual size surveys in a few countries. This means that a tentative deliverable will be ready far ahead of the final approval to give time for such a validation process. If two or three national regulators are interested to support such surveys, this will together validate the process, help to include the QoS information of the users and facilitate the implementation of the statements on the QoS of the Directives 2002/21/EC and 2002/22/EC. 

When the deliverable is finalized, a public event will be organized in order to present to the stakeholders the results. 

In addition, the main specialized magazines (Réseaux-Télécom, Le Monde Informatique, 01Informatique, 60 Millions de consommateurs, etc.) will be invited to publish a presentation and to provide comments on the work. These magazines are used to publish material provided by AFUTT.

The User Group will be responsible for the approval of the output of the deliverables to be produced in close collaboration with ETSI TC STQ. 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 the final approval of the User Group.

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 upon when setting up the STF:

· Number of experts required: 2 to 4

· Relevant expertise required: 

· test protocol specification, 
· network and terminal QoS parameters
· statistical study and survey of the quality of services provided via fixed and mobile telecommunication networks
· audit of Customer Relationship Management organisation (CRM)
· some knowledge of Total Quality Management (TQM)

These experts will be selected following the ETSI Internal procedures for STF recruitment following a Call for Experts launched by the ETSI Secretariat.

5.4 Methodology 

For each of the life cycle steps given in Clause 2 (Objective of the proposal), the STF will have to define the test protocols for all the QoS parameters as follows:

5.4.1 Life cycle step: Preliminary information
	Indicator
	Parameter

	Legibility of the preliminary information : Size of the print font, ease of reading, use of words from the common language: rate of words understood, rate of omissions, rate of falsifications
	Assessment of the legibility of the information by a representative user panel 
(MOS value)

	Error rate in advertisements.
	Assessment of the correctness and completeness of the description in advertisements of the service features, performance, service support and charges via an audit 

	Pricing transparency
	Assessment of the transparency of the pricing information provided by the supplier by a representative user panel 
(MOS value)

	Error rate in the contract form.
	Assessment of the correctness and completeness of the contract via an audit 

	Service response time 
	Time taken from the initial information request to the instant the pertinent information has been supplied to the customer.
a)
the time by which the fastest 50 %, 95 % and 99 % of 

information or draft contract have been sent (expressed

in clock hours); or

b)
the percentage of information or draft contract sent any 

time stated as an objective by the service provider. 

(Survey)


NOTE:
Transparency of the pricing information means that any type of expense charged to the customer should appear on the pricing list with every detail of how it is calculated.

5.4.2 Life cycle step: Establishment of the contract
	Indicator
	Parameter

	Legibility of the contract information: Size of the print font, ease of reading, use of words from the common language: rate of words understood, rate of omissions, rate of falsifications.
	Assessment of the legibility of the information by a representative user panel 
(MOS value)

	Compliance rate of the information contained in the contract with that previously supplied to the customer, including tariffs. 
	Assessment of the compliance of the contract information via an audit 

	Error rate of the description of the service in the contract.
	Assessment of the correctness and completeness of the description of the performances, support, cost and conditions of use of the service in the contract via an audit 

	Ease to change the contract clauses once signed.
	Assessment of the ease to change the contract clauses by a representative user panel (MOS value)

	Ease to obtain from the provider a contract fitting the customer wishes.
	Assessment of the ease to obtain the contract needed by a representative user panel 
(MOS value)


5.4.3 Life cycle step: Service provisioning
	Indicator
	Parameter

	Rate of provisioning unavailability
	Percentage of orders with a claim for not being available as announced by the provider (audit)

	Rate of conformity of the delivery with the contractual specifications
	Percentage of orders with a claim for non-compliance to the contractual specifications (audit)

	Timeliness in appointments
	Standard accuracy for keeping appointments (if applicable) 

Number of delays in appointments with respect to the total number of appointments in percentage.

	Timeliness in equipment delivery
	Number of delays in equipment delivery with respect to the total number of new connections in percentage.

	Rate of first time failure
	Number of times the alteration has not been implemented satisfactorily at the first time with respect to the total number of alterations

	Rate of compliance with the customer request
	Ability of the provider to carry out any alteration order in compliance to the customer request :

Percentage of claims for non-compliance to the contractual specifications with respect to the total number of alterations.

	Timeliness in appointments
	Standard accuracy for keeping appointments (if applicable)

Number of delays in appointments with respect to the total number of appointments in percentage.


5.4.4 Life cycle step: Service Alteration

	Indicator
	Parameter

	Rate of accessibility to resources at the provider to carry out alteration to the service as requested by the customer
	Hours staff can be accessed.

Percentage of orders with a claim for not being available as announced by the provider.

Audit.

	Rate of first time failure
	Number of times the alteration has not been implemented satisfactorily at the first time with respect to the total number of alterations.

	Rate of compliance with the customer request
	Ability of the provider to carry out any alteration order in compliance to the customer request:

Percentage of claims for non-compliance to the contractual specifications with respect to the total number of alterations.

	Timeliness in appointments
	Standard accuracy for keeping appointments (if applicable).

Number of delays in appointments with respect to the total number of appointments in percentage.

	Efficiency of the services in charge of carrying out alterations 
	Ability to deal with the number of customers' requests: 

a)
Load rate of the employees in charge of service alteration (Survey).

b)
Percentage of time the hardware needed to implement the 
 
service is unavailable (Survey).

	Rate of overall reliability 
	Proportion of time during which, over a given period, all the parameters of availability, fidelity/accuracy, speed and capability are complying to the specified ratings if any.


5.4.5 Life cycle step: Technical upgrade
	Indicator
	Parameter

	Rate of accessibility to technical upgrade
	Provider capability to take into account the technology evolution: Assessment of the provider ability to take into account the technology evolution by a representative user panel.
(MOS value) 
Hours staff can be accessed - (Audit)

	Rate of first time failure
	Number of times the upgrade has not been implemented satisfactorily at once with respect to the total number of upgrades.

	Rate of conformity of the technical upgrade
	Conformity of the technical performances after upgrade to those previously announced:

a)
Percentage of claims for non-compliance to the contractual 

specifications with respect to the total number of upgrades.

b)
Non regression of the service features after the upgrade.

	Timeliness in appointments
	Number of delays in appointments with respect to the total number of upgrade in percentage.

	Upgrade duration
	Time elapsed between the instant the related function is down to the instant it is up again for the fastest 50 %, 95 % and 99 % of upgrades.

	Efficiency of the services in charge of carrying out upgrades
	Ability of the services in charge of carrying out upgrades to deal with the number of upgrades to perform:

a)
Load rate of the employees in charge of service upgrades (Survey).

b)
Percentage of time the hardware needed to implement the 

service is unavailable (Survey).

	Rate of overall reliability 
	Proportion of time during which, over a given period, all the parameters of availability, fidelity/accuracy, speed and capability are complying to the specified ratings if any.


5.4.6 Life cycle step: Service Support – Documentation

	Indicator
	Parameter

	Rate of accessibility to the documentation 
	Availability of the appropriate documentation including common information on the equipment in the customer premises, conditions of use, service features, use of the service, and, if any, data specific to the particular user configuration:

a)
Timely delivery: ratio of service provisioning without the 

appropriate documentation to the total number of service 

provisioning separately for documentation for installation 
and set-up, documentation for use.

An update of the documentation should be provided simultaneously with any change in service features.

b)
Ratio of service alteration or upgrade without the 

appropriate documentation to the total number of service 
alteration and upgrade.

	Rate of correctness and completeness of the documentation 
	Assessment of the correctness and completeness of the description in the documentation available to the customer of the features of the service and related equipment actually implemented (release, version, etc.) via an audit.

	Documentation delivery time
	Time taken from the effective contract to the instant the relevant documentation is available:

a)
the time by which the fastest 50 %, 95 % and 99 % of 

documentation have been sent (expressed in clock hours); or

b)
the percentage of documentation sent any time stated as 

an objective by the service provider (Survey).

	Efficiency of the documentation services 
	Ability of the services in charge of documentation provisioning to deal with the number of orders:

a)
Load rate of the employees in charge of documentation 
preparation. 
b)
Percentage of time the documentation material needed is 
unavailable (Survey).

	Rate of overall reliability 
	Proportion of time during which, over a given period, all the parameters of availability, fidelity/accuracy, speed and capability are complying to the specified ratings if any.

	Range of available information channels (paper, phone, Internet, information desk, etc.)
	List of channels available
Audit.

	Legibility of the documentation
	Assessment of the legibility of the documentation (Size of the print font, ease of reading, use of words from the common language) by a representative user panel. 
(MOS value)


5.4.7 Life cycle step: Service Support – Technical support
	Indicator
	Parameter

	Rate of accessibility to the technical support
	a)
Percentage of attempts where an operator was not reach in
less than 3 minutes.

b)
Hours staff can be accessed.

(Survey)

	Rate of first time failure
	Number of times the fault was not solved satisfactorily at once with respect to the total number of faults

	Efficiency of the technical support 
	Ability of the services in charge of technical support to deal with the number of calls: 

a)
Load rate of the employees at the helpdesk (Survey). 

b)
Load rate of the Web-servers dedicated to on-line help (monitoring).

	Rate of overall reliability 
	Proportion of time during which, over a given period, all the parameters of availability, fidelity/accuracy, speed and capability are complying to the specified ratings if any.

	Range of available technical support means (phone, Internet, FAQ, e-mail, chat, support at home, etc.)
	List of available support means: Audit


5.4.8 Life cycle step: Service Support – commercial support
	Indicator
	Parameter

	Rate of accessibility to the commercial support
	a)
Percentage of attempts where the operator was not reach

in less than3 minutes.
b)
Hours staff can be accessed
(Survey)

	Efficiency of the commercial support 
	Ability of the services in charge of commercial support to deal with the number of calls.
a)
Load rate of the employees at the counter (Survey) 

b)
Load rate of the servers dedicated to on-line customer care

	Rate of overall reliability 
	Proportion of time during which, over a given period, all the parameters of availability, fidelity/accuracy, speed and capability are complying to the specified ratings if any.

	Range of available commercial support means (phone, Internet, FAQ, e-mail, chat, etc.)
	Audit

	Provider capability to propose the most suited solution to the customer needs.
	Assessment of the provider ability to take into account the technology evolution by a representative user panel 
(MOS value)


5.4.9 Life cycle step: Complaint Management
	Indicator
	Parameter

	Rate of accessibility to the complaint management desk
	a)
Percentage of attempts where the operator was not
reached in less than 3 minutes.
b)
Hours staff can be accessed
(Survey)

	Rate of recognition of the customer claim
	Exhaustiveness and clarity of the recognition of the customer claim:

Rate of call to the support due to an issue not solved after the first call.

	Dependability
	Assessment of the dependability by a representative user panel 
(MOS value)

	Efficiency of the complaint management 
	Ability of the services in charge of complaint management to deal with the number of requests.
a)
Load rate of the employees at the counter (Survey) 

b)
Load rate of the employees at the call centre in 

charge of complaint management (Information from 

the switchboard (PABX)). 
c)
Number of attempts before reception of any kind of 

acknowledgment from the provider
d)
Number of attempts before the complaint is actually 

solved

	Rate of overall reliability 
	Proportion of time during which, over a given period, all the parameters of availability, fidelity/accuracy, speed and capability are complying to the specified ratings if any.

	Assurance: The knowledge and courtesy of employees and their ability to convey trust and confidence.
	Assessment of the complaint management desk assurance, empathy and responsiveness by a representative user panel 
MOS value 

	Empathy: The degree of caring and individual attention provided to customers.
	

	Responsiveness: The willingness to help customers and provide prompt services
	

	Qualification of the Customer Relationship Management (CRM)
	Certificate from an entitled body


5.4.10 Life cycle step: Repair Services
	Indicator
	Parameter

	Rate of accessibility to resources at the provider to carry out repair as requested by the customer
	Hours staff can be accessed 

Percentage of repairs with a claim for not being available as announced by the provider

Audit

	Rate of first time failure
	a)
Number of times the outage has not been solved 

satisfactorily at the first time with respect to the total 

number of repairs

b)
Rate of call to the support due to an issue not solved 
after the first call.


	Rate of restoration to the contractual specifications 
	Conformity of the technical performances after repair to the contractual specifications.

a)
Percentage of claims for non-compliance to the 

contractual specifications with respect to the total 
number of repairs.

b)
Non regression of the service features after the repair.

	Timeliness in appointments
	a)
Standard accuracy for keeping appointments 

b) 
Number of delays in appointments with respect to a 

threshold stated as an objective by the service 

provider in percentage. 

	Efficiency of the repair service.
	Ability of the repair service to deal with the number of requests:

Load rate of the employees dedicated to repair 

	Rate of overall reliability 
	Proportion of time during which, over a given period, all the parameters of availability, fidelity/accuracy, speed and capability are complying to the specified ratings if any.


5.4.11 Life cycle step: Metering/Charging/Billing
	Indicator
	Parameter

	Rate of accessibility to the documents enabling for expense control
	Number of occurrences where the documents were not available as stated in the contract or regulations.

	Rate of accessibility to the expense overrun (beyond fixed rate expenses) signal
	Audit

	Rate of accessibility to the real time expense information
(beyond fixed rate expenses)
	Audit

	Rate of late bills
	Percentage of bills issued behind the contractual date (Audit)

	Expense overrun (beyond fixed rate expenses) signal delay
	The percentage of signals sent within any time stated as an objective by the service provider. 
Audit 

	Real time expense information delay 
	Mean delay and maximum delay to make public the real time expense information (web or voice server). 
Audit and certification of the charging/billing system by a trusted third party

	Rate of bill available after the standing order 
	Percentage of bills issued behind the standing order (Audit)

	Efficiency of the billing service (provider). 
	Ability of the services in charge of billing to deal with the volume of bills to be issued at any time.
a)
Load rate of the employees in charge of billing (Survey) 

b)
Load rate of the computers dedicated to billing

	Range of available means for charging/billing information (phone, Internet, e-mail, chat, etc.)
	List of available means (Survey).


NOTE:
Audits in this table should be consistent with the requirements of the audit and certification of the charging/billing system by a trusted third party being worked out by another STF

5.4.12 Life cycle step: Network/Service Management by the customer
	Indicator
	Parameter

	Outage rate
	Total sum of access outage durations by agreed period of time 

	Outage frequency
	Number of access outages by agreed period of time 

	Rate of correctness and completeness in taking the customer request into account: 
	a)
First time failure: Number of times the request has not 

been completed satisfactorily at the first time with
respect to the total number of requests

b)
Rate of call to the support due to an issue not solved
after the first call. 

c)
Number of attempts before reception of any kind of 

acknowledgment from the provider

d)
Number of requests that are not completed 

satisfactorily within a given period of time stated as an 
 
objective by the service provider.

	Request response time
	Time between requiring a change and obtaining the change completed satisfactorily. 

(Survey)

	Efficiency of the network/service management service.
	Ability of the services in charge of network/service management to deal with the number of requests:

a)
Load rate of the employees at the counter (Survey) 

b)
Load rate of the employees at the call centre in 

charge of network/service management (Information 

from the switchboard).
c)
Load rate of the network/service management server

	Rate of overall reliability 
	Proportion of time during which, over a given period, all the parameters of availability, fidelity/accuracy, speed and capability are complying to the specified ratings if any.


5.4.13 Life cycle step: Cessation
	Indicator
	Parameter

	Rate of accessibility to the cessation facility
	a)
Percentage of attempts where an operator was not 

reach in less than 3 minutes

b)
Hours staff can be accessed (human operator)
(Survey)

	Cessation response time
	a)
the time by which the fastest 80 % and 95 % of 

cessation acknowledgments have been sent 

 (expressed in clock hours); or
b)
the percentage of cessation acknowledgments sent 

any time stated as an objective by the service 

provider. 
(Survey)

	Cessation achievement delay
	a)
the time by which the fastest 80 % and 95 % of 

cessations have been completed (expressed in clock 

hours); or

b)
the percentage of cessations completed any time 

stated as an objective by the service provider. 

(Survey)

	Efficiency of the cessation facility.
	Ability of the services in charge of cessation to deal with the number of requests.
a)
Load rate of the employees at the counter (Survey) 

b)
Load rate of the employees at the call centre in 

charge of cessation 
(Information from the switchboard (PABX)).


These test protocols will define the precise conditions to measure time and percentages where appropriate but also, when a Mean Opinion Score (MOS) has to be evaluated, the content of the questionnaires that the interviewees will have to answer to assess such MOS in order to ensure the comparability of the results as well as the composition of the interviewee panel. 

The intention is to process the work on DEG/USER-00024 according to the service life cycle steps, i.e. preliminary information, establishment of the contract, service provisioning, service alteration, technical upgrade, service support, documentation, complaint management, repair services, metering/charging/billing, network/service management by the customer and cessation, those underlined having the highest priority. Hence, the progress of the STF can be easily monitored.

Regarding the work on DTS/USER-00025 three phases can be foreseen in the work:

· Review of existing standards in the field;
· Requirements to ensure the impartiality of the body in charge of a survey i.e. no link with any provider under the survey;
· Description of the QoS assessment process including the rules to select a representative panel of users.
6 Performance indicators

It is proposed to create a “Stakeholder Issues Register” where details of all comments and contributions received on the drafts will be held (detailing the source, category of stakeholder, if the comment/contribution has been accepted and where it has been inserted, if not accepted a statement giving the reason for this). This register will allow the production of statistical information that will reflect the aspects given in the aspects given below.

As required, ETSI will provide information that will act as performance indicators against this activity in the following cases:

Effectiveness: Details of the number of participants in the activities at all levels will be recorded. 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. Details will also be provided on the number of participants involved in electronic working, both via the email lists (Reference Group) and the STF ETSI Portal and web pages. 
Proposed benchmarks:

· Two draft versions plus the final version of each deliverable announced and promoted through e-mail and the ETSI Portal and web page of the STF (publicly available from the ETSI web site);
· 90 % of the tasks and other milestone-related schedule achieved on time.
Stakeholder engagement: Efforts will be made through a call to try to ensure that interested stakeholders are identified and informed. An analysis will be given of the wider stakeholder representation in the activity so as to provide an indication of the level of 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.

An analysis will also be given of the liaison activities undertaken with other standardization bodies and with industry bodies and the use of their work.

Communication and the provision of information will also be made by:

· Presentations to various groups/stakeholders

· The STF web page will give information about stakeholder activities

Completed deliverables will be publicized via the relevant web pages and via ETSI press releases.
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 (e.g. magazine articles). Presentations will be reported on and a press release to announce aspects will be made.
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. Only a limited assessment of the predicted impact will be possible within the timescale of the project. However, information will be provided on the number of services taken into account in the deliverables.
Timeliness: Compliance to the work plan schedule and acceptance of the deliverables will be reported in the Interim and Final Reports. 
7 Work plan, milestones and deliverables
7.1 Deliverable

The STF will develop an ETSI Guide (ETSI EG on test protocols for the QoS parameters of the service life cycle steps other than utilization) and an ETSI Technical Specification (ETSI TS on Conformity assessment — Requirements for bodies providing QoS audits and surveys) Full details of the deliverables and their scopes are given in clause 2 of this Technical Proposal.

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 30 November 2009
· Final Report to be delivered to EC/EFTA before 31 October 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. 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 proposed duration of this action will be 22 months after the date of signature. 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 Items: DEG/USER-00024 & DTS/USER-00025
· 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 draft EG & TS , (S + 4)

· Task 3:  Production of first stable drafts for review by the ETSI User Group (S + 10).

· Task 4:  Interim Report to EC/EFTA, (S + 11).

· Task 5:  New and updated drafts 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).

· Task 8: Launch of draft EG for ETSI Membership Vote (S+ 17).

· Task 9: Publication of adopted EG (S + 20)

· Task 10: Final Report to EC/EFTA (S + 22) 

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.
	Milestone

	Task
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13
	14
	15
	16
	17
	18
	19
	20
	21
	22

	1. Establish STF team
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	2. Start-up activities & ToC for drafts
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	3. First stable drafts
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	4. Interim Report to EC/EFTA 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	5. Updated drafts for UG review
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	6. Final drafts to UG
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	7. Publish ETSI TS
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	8. ETSI MV for ETSI EG
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	9. Publish adopted EG 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	10.Conclusions,  Publication & Final Report to EC/EFTA
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


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 & ToC for draft EG and TS
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 by asking these stakeholders to react on the early drafts circulated to them. 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, the User Group and associated ETSI TCs (e.g. STQ, HF and MTS) 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 draft ETSI Guide and 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 in the case of the draft ETSI TS and for ETSI Membership Vote in the case of the draft EG.

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:
ETSI EG to be sent of ETSI Membership Vote (MV)

The STF will ensure that the User Group approved version contains all agreed changes before submitting it to the ETSI Secretariat who will then prepare the draft EG and submit it for an ETSI membership Vote to last for 60 days. 

Task 9:
Publication of the ETSI Guide

Assuming a positive outcome, the STF leader will liaise with the ETSI Secretariat to ensure that any comments received from the vote may be included if they are deemed to be editorial. The EG will then be published and made available by ETSI for download. 
Task 10:
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: 296 400 €
8.2 Indirect costs: There are no indirect costs involved.

8.3 Direct costs: 182 400 €
8.3.1 Expert manpower 

Total cost for STF resources for the creation of the ETSI Standard (ES):


270 working days at 600 € per day: 162 000 €. 

Number of experts required for the creation of the ETSI Guide & ETSI TS):


2 - 4 experts for a total of 270 days.
The manpower resources required to draft deliverables are split as follows:

· Description of the test protocols: 120 working days.
· Define the requirements for bodies providing QoS audits and surveys: 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 EC/EFTA, User Group and Steering Committee reports, Guidelines for test protocol validation): 30 working days
· Attending meetings (4 User Group and 3 Steering Committee meetings): 15 working days
· General technical support of the User Group: to be provided during its plenary meetings.

· Validation of the test protocols to take place before the final editing of the deliverable for approval: 45 working days.

· Other tasks: statistical processing of the results of the validation process: 30 working days
Total manpower resources required: 270 working days (162 000 EUR)

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 travel cost 14 400 EUR is foreseen to attend the following meetings: 

· User Group, Steering Group meetings (6 travels):

5 400 EUR

· Other meetings needed for validation tests (10 travels):

9 000 EUR

8.3.3 Subcontracting:

The main costs of the validation phase are listed above but miscellaneous expenses (Telephone survey, etc.) are included here. A tentative evaluation has been done for a total of 6 000 EUR, 

Any public event is organised within the ETSI premises then no charge will be made.

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 BEUC, ANEC, AAATE, AFUTT and national institutions representing groups of users. 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 SC 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). 
In addition, more than 10 meetings of AFUTT QoS AHG will be called, expected to gather around 10 experts together. This will bring at least a further 100 days in addition to the 90 previous ones, hence reaching a minimum of 190 days. 

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 114.000 € (36,46% of the total) which is calculated as being equivalent to 190 working days at a cost of 600 EUR per day.
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