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S. 1. No. 3 of 2012

NIGERIAN COMMUNICATIONS ACT
- (No 19 of 2003)

QUALITY OF SERVICE REGULAT IONS ”Ol"

In exercise of the powers conferred upon it by section 70 of the Nigerian
Communleations Act, 2003 (**the Act™) and ull other powers cnabling it in that behalf,

the Nigerian (,ommuulcullon:. Comniission (**the Commnsslon") m'\kc the lollowing
Regulutions—

[YOth Day of January, 2012)
PART I—INTERERETATION, QUIECTIVES AND SCOPE

1L.—(1) In these Regulations and the Schedules thereto, terms used
shall have the same meanings as in the Act, and -

“Access Service”™ means a scsvice that is provided for communications
to or from Network Termination Points that serves end users without making
the communications pass through morc than once public network ;

“Acr” means the Nigerian Communications Act, 2003 ;

“Average™ or “Mean™ means the result of dividing the sum of the
numerical values in a set by the number of valuces in the scet ;

“Broadband Internet Access Service”™ mceans an Internct Access
Service that 1s not a Voiceband Internet Access Scervice

“BSCT means Base Station Controller as defined in Schedule 2 ;

“BTS".means Base Tranciever Station as defined in Schedule 2 ;
“Busy Toane™ means the sct ol the same six hours in cach of the same
four days in cach of twelve weeks of a Reporting Period during which the
highest average traffic for a service i1s measured or expected on the basis

ol observations conducted in the preceding Reporting Period ;

“Busy Hour (BHN" mcans the continuous 1-hour pcr.iod lying wholly in .

the time interval concerned for which the traffic or numbc.r of call attempts
Is greatest

“Call Atrempt™ means an 1llc.mpl to achicve a connccuon to onc or
more devices attached to & telecommunication network ;

“Connncrcial Launch Date” mcans lhc date when a Licensce

commences commercial provxsnon ofa scrwcc in a Reporting Arca ;
“Commission™ means the ngcnan Commumc.mons Commission :

“Contravention™ mcans any [ailure to comply with the requirements
identified in lhc R(.g,ulallons

“End Uscr means a Cuslomcr that is not an lnlclconmcung Licensce -

B 85"

Commence-
ment.

Interpreta-
tons.



or a provider of an international route to or from the Federal Republic of
Nigenia;
“Enforcement Processes Regulations” mcans the Nigcerian

Communications (Enforcement Processcs, ctc.) Regulations 2005, as may
bc amended from time to time :

“Fixed Telephony Service” mcans a Telephony service that is not a
Mobilc Telephony service |

“Fixed Wireless Telephony Service” means a Fixed Telephony service
that requires the usc of radio frequencics assigned under individual Licences

to achicve communications at the Network Termination Points of the End
Users ; '

“Fixed Wireline Telepliony Scrvice™ means a Fixed Telephony service
that is not a Fixed Wircless Telephony service ;

“Interconnecting Licensee™ means a Licensce that has an
lnlcrco_nncclion with another Licensce at a Network Termination Point ;

“Internet Access Service” mcans an Access service that is an Internet!
scrvice

“Internct Service” means a service that is provided substantially for,
data communications to or from Nctwork Termination Points that have P

addresses that arc assigned through delegation from the Internet Assigned
Numbcrs Authority ; -

“I/P" mcans the Internct Work Protocol that is defined by the Internet
Engincering Task Force often known as the Internet Protocol ;

“KPr' mecans Key Performance Indicators |

“Licensee”™ mcans a person or incorporated company granted a

communications licence by the Commission to provide fixed or mobile
telephony services within Nigeria ;

“Measurement” mcans a numerical value that is obtained by using a
Mecasurement Mcthod ;

“Mcasurement Mcthod” mcans a method of mcusuring a Parameter
that is identificd in sub-regulation (2) of Regulation 5 of these Regulations ;

“Mobile Telephony Service™ mcans a Telephony service that requires
the use of radio frequencices assigned under individual Licences to achicve
communications at the Nectwork Termination Points of the end users and
that permits the end uscrs to move between different geographic locations
without appcaring to lose communications ;

“MSC" mcans Mobile Switching Centre ;

“Nenwork Termination Point” mcans a point at which a customer has
physical access through customer cquipment to a network of a Licensce |



“Parameter” means a measurable characterization of the quality of an
aspect of a service
“Published Mcasurcmens”™ mcans a Mcasurcment that is intended for

publication with content and format that is identificd in Regulation 10 of
these Regulations ;

“Quality of service standands™ means—

(a) paramcters defining the applicable quality of scrvice standards
for specific services

(b) the mcthods of taking mcasurcments that measure service
performance against prescribed parameters described as “*Mcasurement

Mcthods™ in sub-regulation (2) of Regulation 5 of these Regulations |
and

(c) any applicablc targets for the prescribed parameters identified in
Schedule 1 to these Regulations.

“Reporting Area” means a geographic arca for which Mcasurements

arc taken and reccorded, determined in accordance with Regulation 6 of
these Regulations ‘

“Reporting Period mcans the period of time over which Mcasurcments
arc taken and rccorded when a Licensee performs quality of scrvice
mcasurcment, reporting and record kecping tasks once for cuch Reporting
Arca, parameter and service, determined in accordance with sub-regulation
(1) of Regulation 5 or as may be specified in other parts of these Regulations
or as determined by the Commission from time to time ;

“Service™ mceans application, content, nctwork or facilities scrvice or
any combination of thesc services, that is provided substantially for

communications between Network Termination Points

“Targer” means a yvaluc that is rcached by a given parameter where the

relevant service identificd in these Regulations or its Schedules is satisfactory ;

“Telephony Scrvice™ mecans a Scrvice that is provided substantially for
voice communications to or from Network Termination Points that has
telephone numbers that arc allocated according to the numbcering and
clectronic addressing plan ; and

“Wiceband Internet Service™ means any Internet Access service that
provides communications from Network Termination Points and that requires
the usc of a Telephony Access Service to achicve communications.

(2) In thesc Regulations, particularly, for the purposce of mcasuring
standards indicated, stipulated or specified, whenever there is a difference
between the definitions expressed in words and thosc altemative definitions
cxpressed in mathematical terms, the meanings attributed to the latter definitions
shall prevail and Mathematical definitions shall supersede the definitions in words.
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(3) The Licensce shall ensure that, where exact counters are not provided

in its nctwork or systems, formulas with similar cffect arc used for cach
paramecter computations.

2. The objectives of these Regulations arc to—

(a) cnsurc the protection and promotion of the interests of consumers
against unfair practices including matters relating to tariffs and charges.

the availability and quahly of communications scrvices, cquipment and
facilities ;

(b) improve scrvice quality by identifying scrvice deficiencies and by

encouraging, enforcing, cffecting or requiring appropriate changes and
soluuom

(c) maintain scrvice quality. while recognizing environmental and
opcraling conditions ;

() make available information that will help customers make an

informed choicc of scrvnccs and service provider ;

|
(e) mmprove the operation and performance of interconnected nuwork\

and
() assist the development of related telecommunications markels.

3. These Regulations stipulates the minimum quality and standards of

service, associated measurements, reporting and record keeping tasks.

Parr ll——-MlJ\suxu_mx NT. RE PORTING AND Ricord KEERING -

d4.—(1) The quality of service standards under these Regulations have

been developed in accordance with—

(@) mcasurements required for features of services that are significant,
with an emphasis on services that are subject to limited competition ;

(b) mcasurcment methods and related reporting of information to enable

" the Comimission compare the service quality of Licensees fairly which should
-not unnccessarily restrict the mcasurcment or other quality of scrvice

moniloring practices of Ljcensees ; and

(c) any applicable targets or Key Performance Indicators (*KPls") and

other characterstics of the identified quality of scrvice standards appropriate
to the Federal Republic of Nigeria.

(2) A Parameter shall be used to report for a service and mcasurements

and rclated reporting of the paramecters shall be required where it is onc of
thosce stated in these Regulations or listed in the Schedule to these Regulations.

5.—(1) "Unless otherwisc stated in these Regulations, the Reporting

Periods, which are the periods of time over which measurements are taken
and rccordcd shall be one month starting from the 1st d.xy of cvery applicable



calendar month to the last day of the month or.as the Commlssxon mdy from
time to time, determine.

(2) The Commission shall in carrying out Measurement and Data
Acquisition functions usc any of the following methods :

(1) Drive test,

(1) Nlobile Station Probes tests,

(i) Consumer survey,

(/v) Data collcction tfrom Operators, the Commission's Network
Opcrating Centers (‘“NOCs') or Network Management Ccmcrs (*NMCs').

(3) The Commission’s NOC or NMC'may rely on real-time data acquired
from feeds.

(4) KPI Mcasurements may be carricd out at ail network scaments
including BTS, Cell, BSC or MSc levels.

6.—(1) The Reporting Arcas which are the geographic arcas for which
Cmcasurements arc taken and recorded, shall be—
| . {a) aspecific gecographical area,
(b) the States of the Federal Republic of Nigeria, or
(¢) the Federal Capital Territory;
taken sép:xrulcly unless the prior written approval of the Commission has

been obtained that two or more Reporting Arcas be combined into one

Reparting Area for particular Licenseces, parameters, services and Reporting
Periods, |

(2) The reporting arcas must be such that performance ol different
clusters representing different geographic arcas in the st ies as specified by
the Cmmm\\mn is casily obtainable. _
| '

' (3) In considering whether to grant approval that two or more Reporting
Arcas be combined into onc Reporting Arca under Regulation 6, th

Commission shall take the following fuclors into account—
|

(¢r) the value of information aboul variations in quality of service between
separate Reporting Areas
| (b) the relationship between the network structure and corporale
i organisation of the relevant Licensces and the physical boundaries ol the
. Reporting Areas |

|
| (¢) the numbers of consumers usmg the relevant services in the Reporting
/ Arcas ; and

() the difference in costs between taking musuruncmq for separate
| Reporting Arcas and taking measurements for combined Reporting Areas.
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7. For cach parameter that is reportable for a service, Reporting Arca

and for cach Reporting Period, a Licensee shall perform the following
mcasurcment, reporting and record keeping tasks—

(a) take the measurements according to the stipulated Mcasurement Method |

(D) submit the measurecments to the Commission within onc week after the
cnd of the Reporting Period and ensure availability of real-time performance
data from the performance mcasurecment or management systems of the
Liccnscc to the Commission through a mode specified by the Commission ;

(c) submit any additional information requested by the Commission,
including details of the times, places, Network segments and other particulars
of the mecasarements, within onc month after the end of the Reporting
Pcniod or as may be directed by the Commission ;

(d) publish the mcasurcrﬁcnls within onc month after the end of the
Rceporting Period, with the content and formats prescribed in Regulation 10
or as may otherwise be dirccted by the Commission ; and

(e) retain quality of service data, including all measurements and rblated
rccords, for a minimum of twclve months after the end of the Reporting
Pcriod or as may be directed by the Commission.

8.—(1) The Licensce shall resolve any consumer complaint within the

resolution-time stated in thesc Regulations or as may be approved by the
Commission from time to time.

(2) Where a Licensce fails to resolve a consumer complaint in
accordance with sub-rcgulation (1) of this Regulation, the Licensee shall

compensate the consumer in addition to paying any fines that may be imposed
by the Commission.

(3) ALicensce shall be sanctioned by the Commission where the rate of

occurrence of a particular complaint exceeds the maximum number stated in
Table 2 of Schedule | to these Regulations.

PART_ [II—PusricATIONS

. 9.—(1) The Commission may after duc analysis, mandatc or request of
Licensee to make necessary amendments or corrections to the measurements
submitted by Licensee under regulation 7 of these Regulations.

(2) Thc Commission may publish some or all the KPI mecasurements
within two months after thc .end of each Reporting Period to which the
mcasurements apply with or without additional notes or comments.

10.—(1) For cach paramcter that is Reportable for a service, Reporting
Arca, Identificd network scgments and for each Reporting Period,
mcasurcments as published by the Commission under these Regulations shall
be sct out in tables that contain, for cach Licensce—



(«) the name of the scrvice provided by the Licensce ;

(b) “an identification of the Reporting Arca or Network scgments for
which the mcasurements were taken ;

(c) the measurcments collected from or submitted by the Licensec

() un indication of any target for the paramecter and the service that
has not been achicved by the Licensce ;

-(e) any cxplanatory remarks by the Licensce, acccplcd by the
Commission, including but not limited to remarks about changes in

cnvironmental or operating conditions that could not have been reasonably
forescen by the Licensce ; and

(/) any other information or comparison of scrvice quality that the
Commission determincs to be appropriate, including information to help the
Commission or subscriber to asscss the performance of competing Licensces.

(2) Inconsidering whether to hpprovc cxplanatory remarks b-y aLicensce
under paragraph (¢) of sub-rcgulation (1) of this Regulation, the Commission
may take the following factors into account—

(a) scrvice deficiencies that arise partly or wholly from lhc scrvices of
another Licensce

(b) changes in cnvironmental or opcrating conditions that could not
have been reasonably foreseen by the Licensce @ and

(c) expeclations about quality of service that are appropriate to the
tarifts and other commercial terms for the services of the Licensce.

" PART IV—INVESTIGATION '
11.—(1) The Commission may audit some or all of the quality of scrvice

data acquired from the Licensee under sub-regulation (2) of Regulation S or
data retained by Licensees. : -

(2) In carrying out its obligations under sub-rcgulation (1) of this
Regulation, the Commission may vary the frequency of the audits, data-
collection, the Licensees services, paramceters, Reporting Arecas, network
segments and Reporting Periods that require audits.

(3) The Commission may also utilize data .1cqu1rLd under p.xranmph (b)
of Regulation 7 in its auditing processcs

12.—(}) Thc Commission may investigate the quality of service
measurement, reporting and record keeping procedures of a Lxccnscc pursuant
to the provisions of scctions 61 and 89 of the Act.

(2) Incarrying out its dutics under sub-regulation (1) of this Regulation,

the Commission may cxcrcisc its powers of information gathering pursuant to
scctions 64 (o 68 and section 141 of the Act.
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PART V—CONTRAVENTIONS AND ENFORCEMENT

13. For cach parameter for a service, Reporting Arca. prescribed Network
Scgment and for cach Reporting Period, a Licensee providing the service shall
have contravencd the provisions of these Regulations: if the Licensce—

(a) fails to perform the measurement, reporting and record Keeping
tasks sct out in Regulation 7 of these Regulations ¢

(b) fails to achicve the set target for the parameter and the service :
(1) after the commencement date of these Regulations .
(i) the date when the target was most recently specified : or

(iif) the date when the target was changed to require a higher standard
of quality than was carlicr required ;

(c) fails to submit, during a time frame specified by the Commission,

information requested by the Commission pursuant to Regulation 7 or
Regulation 10

(¢f) submits or publishes falsc or mislcading information about its qumlily
of service ; or

(¢) obstructs or prevents an investigation or real-time collection of
performance data by the Commission in respect of quality of sérvice
mcasurcment, reporting and record keeping procedures.

14. Where a Licensee contravencs any of the parameters sct out in

these Regulations, the Commission may take onc or more of the following
cnforcement measures :

(a) rcquire the Licensce to submit and or publish additional information
about the quality of the relevant service including but not limited to its
implementation of a remedial plan within a time frame agreed with the
Commission and any information submitted may b cross-checked against

the performance data collected by the Commission under paragraph (b) of
Regulation 7 of thesc Regulations ;

(b) issuc dircctions pursuant to scction 53 of the Act including but not

- limited to directing Licensces to compensate subscribers or consumers for
poor quality of scrvice ; and

_(c) Imposc a finc on the contravening Licensce as may be determined
under Schedule 3 to thesc Regulations.

15. In considering the application of enforcement measures under

regulation 14 of these Regulations, the Commission may take into account
factors including the—

(a) factors and considerations sct out in Regulation 1S of the Enforcement

Processes Regulations 2005 or any applicable section of an amendment of
the said Regulations ;



() time interval between a failure to perform the measurement, reporting
and record keeping tasks and duc compliance ‘
(¢) time interval between identification and the resolution of {aults or

problems inhibiting real-time data acquisition under paragraph (b) of
Regulation 7 of these Regulations ;

() time taken to achicve targets specified by the Commxssxon in lhcs«.
Regulations ;

(¢) numbers and nature of the scrvices, Parameters, Reporting Arcas,

relevant Network Scgment, Reporting Periods and Tarucls which the
Licensee has contravened

(f) scrvice credits or rebates that have been provided by the Licensce

to subscribers who may have been inconvenienced or othenwvise affected
_by the contraventions ; and

(¢) factors sctout in Table 2 of Schedule | to these chulatiohs where

the rate of occurrence of a particular complaint cxceeds the maximum
number specified.

PART VI—MIiSCELLANEOUS

16.—(1) The Commission may review or modify these Regulations,
including the Schedules, pursuant to section 72 of the Act, from time to time.

(2) In carrying out a review or modification of these Regulations, the
Commission may request and receive advice or comments from extemal advisory
groups which advice or comment shall not be binding on the Commission.

17. The Commission may issuc additional rulces, directives or guidelines

on any aspect of these Regulations which sh.xll be of general apphcauon or
specific to a Licensce from time to time. ' e

18. These Regulations may be cited as the Quality of Service Regulations,
2012. ' : !
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SCHEDULE 1
THRESHOLD TARGETS AND KPlIs

1.0. WIRELINE SERvICES KPls

TabLE 1 : Fixed Wircline Tcléphony Scrvices for End Users

Parameter Name

- KPI

Disconnection complaint rate

<0.002% of customers in the
Reporting Period '

Disconncction complaint
resolution time

<! working day for the mecan

Fault report rate

<0.002% of customers in the
Reporting Period

Fault repair time

<2 working days for the mcan in
the Reporting Period

Service supply time

<5 working days for the mcan in
the Reporting Period

Other Related KPIs which are not
stated in this Table

Samec as that stated in Section 2.0
of this Schedule

2.0. Wmlal.u.s:s Services KPls

TasLe 2 : Account Complaints KPIs

Ten complaints to every one million bills/accounts

2.1, Account Complaint

KPI Turget
Resolution time

1. { Charging for linc rental at incorrect rate.

< 5 days

&)

at incorrect.

Rates or more than once for
the same call/SMS.

Charging for callsySMS/MMS messages

< | Hour

< 24 Hours for Roaming

3. | Charging for scrvices not rendered. < 24 Hours
4. | Charging for uncompleted/unsuccessful | <1 Hour
calls/SMS, or charging for access not
rendered
5. | Charging for calls beyond their durations. | <24 Hours




ovcr-scratched card

6. | Failed attempts (o load ((,) < 3 Hours for network
rccharge payments. rclated faults
' (NB. Exccept for
cxceptional circumslances
that have been made public
cach time within 2 hours of
occurrence of the failure in
the affected arca. Each
failurc in this catcgory that
has taken longer than 48
hours to rcsolve must
formally and specificaliy be
communicated to the
Comumission)
' (b) < 1 Hour for software
related faults
7. | System failurc at Contact Centers < 30 Minutes
inhibiting bill paymcnts.
8. | Failed attempts to check/determine the | <2 Hours
account balance.
9. | Losingcredited amounts from < 1 Hour
the account.
10.{ Miscellancous complaint resolution time | < 48 Hours
Il | Inability to change tariff plan for
qualificd subscriber < 24 Hours
12.] Credit deducted but not refiected inthe | < 1 Hour
receiving account in casc of
virtual top-up.
113.] Invalid system response for genuine < 2 Hours
scrvice requeslt
114, | Unjustificd call-barring or restriction <2 Hours
(local, national or international) '
115.1 Inability to activate offered service < 2 Hours
{16.{ Inability to access offered service by a | < 1 Hour
qualificd customer on an cnabled device.
17.1 Inability to load credit from an
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18.1 Recquest for blocking of reported <30 minutcs
loststolen SIM card for which subscriber | Blocking allowed, and
owncrship has been confirmed further usage should not be
chargcable to the consumer
from the moment of tiling
the report.
19.{ Request for PUK code Shouid be met within
: ' 3 Hours
20.| Inability to send or receive SMS < | Hour
(local or international)
2y Inability to send or receive < 2 Hours
blackberry messages
22.| Inability to retricve or send voice SMS | <1 Hour

2.2, Miscelluncous Complaints

KPI Target

Resolution time {

Unsolicited messages

(1) The service provider

" must provide an option
for the subscriber to
“opt out”™ of receiving
such messages where
the messages originates
from the scrvice
" provider orits third party
business partners.

(i) The service provider
should make reasonable
cffort to identify and
block or filter bulk,
unsolicited and offen-
sive messages from
other. sources.

Time for recharge/bill puyments
to reflect on the account.”

< 10 Sceonds recharge
from Mobile

< 5 minutes recharge from
Bank Automated Teller
Machine (ATM)

< 1 Hour over the counter
< 10 Minutes after receipt
of payment confirmation,

for internet-based
transaction.




25.] Number of complaints upheld < 10
per day related to :
(f) wrongly cleared balance
(if) wrong IVR/System response
mcessage
(¢i1) failed attempts to determine the
account balancc
(iv) failurc to provide agreed content
26.] Numbecr of complaints per month < 10
rclated to incorrect settings by a
licensce leading to inhibition of
two-way communication whilc roaming
intcrnationally.
27.| Mceling advertisement Commitinent There shall be no disparity
between advertised rates
and that eventually received
by the Consumer.
28.| Complaints call 1D Each complaint call must be
given a unique reference
number that identifics its
nature o category, for follow-
up and statistical analysis.
29.] Numbecr of complaints per day < 50 per day
rclated to any of the following :
(a) Onc-way/two-way loss of audio ;
(b) Cross-talk ,
(c) Call misdirection to un-intended
number
(d) Voice quality
30.] Number of complaints per day in L)
respect of Network-related blocking
of incoming calls
31.| Number of complaints per day related <10
to inability to meet SMS or MMS
cnd-to-end delivery time threshold
32.| Voicc-mail related complaints per day < 2
33.] Acknowledgement of delivery of all = 100% unless deactivated

SMS or MMS or IMS messages sent

by subscriber
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= 100%% within 5 minutes of

hang-up unless deacgivated
by subsuﬂm or deactivated
a hnx ‘her bdu,sl

‘'
‘N

Rulc.x of p:xrucup;umn must
be clear and widely
published, and promotions
shall not lead to breach of
any patt of lhcxc regulationy

)
w

g

)
e

Cost information for all completed -
calls or RGE via text to the
consumer
Promotions and games
1
. Disconncection of Subscribery
Disconncction resolution time
1. Post-Pain
P 1
1. .
) o
L
e | "
| o
; ..

(¢1) There should be I
() a text notice alter
reaching 75% it ol crcdn

IR
e, AN

(1) On reaching lO() 7d ol.
credit imita constant IVR
notice ol credit priry !
remains ON'!or the” nC\l !
week, durm" which lim :
Operator is ai hbuly 0
allow/disallow outgoiby l‘
calls until debtis seutled.
(b) I there is dispute ~- ",
resolution timc <24 tHourd
- 1/30Wth of average monthly
spending should be AHowed
for out-goingycal|s.iobe |
used b\ the customer,

withvin llu. dlbplllt, ILNOBUUOQ

time.

1. Pre-Pap. . et

L

. A.Subscriber line may- l)_ el
- @eactivated it it has qu( i
{
S

“peen-uscd;withinsix (6)
months. for a'Révenue

N :Gcnu.mn" chm (RGL)

11 the sitaatiop publbl\ for

p .molhu 6 monlhs the
. subsmbcr may lose: hisfhey
’

number; except for ‘o

o x\cm mk related laull
o ;;lubmm, an, RGL

= tm




Monics feft in accéunts bn
deactivation can be claimed
by subscribers once proof
of ownership can be estib-
lished at any given time

within 1 year (less any fec

paid by the operator for the
number within the 1-ycarof |

non-RGE) ..

Dcduction of Line rental
charge (if any) is regarded
as an RGE. _

A Subscriber with a pro:ol'
of good rcason for abscnce
1s at liberty to request fgr
linc-Parking.

i .

"1, IN'rL-'m_n:r SERVICE

To be restored within 2
hours cxcept for service
lawfully disconnected

1V. Number of complaints received
by the Operator/NCC's Consumer
Afflairs Bureau with respect to the
Operator's innbi]'ilry to meet I, 11,
and 11+

IN

10/1 million subscribers

< 10 for operators with
< 1 million subscribers

Credit run-oyt alert whilst on a call

A single short-beep to the
Call initiator at

() 2 Minutcs, and at

(/1) 30 Scconds to tcrmiha-
tion of the ongoing call '

Low credit .mnouncuncnl
to be pl.l)’Ld while the ¢ sall
is being Qriginated ina
situation where the call
cannot last up to 30scces.

Free of Charge ; operators.|

must providc opuom such
as'by text and/or voice or
other means that \wll
support physxcally
challenged persons.

==
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39.

Handset/Recipicent Rejected Calls

IVR must be in placc to
state that the Called
Number docs not accept
calls from the calling
Number.

TaoLE 3 : Customer Care Services KPIs

3.1.

Call Centre

Call Handling

* Maximum number of call
attempts before connecting
to Customer Care Lines
should not be more than
three (3) times ;

* Maximum number of nings
before a call is answered
by cither an IVR machine
oralive agent should not
be more than five (5) ; and
* Where acustomer decides
to specak to alive agent, the
maximum duration allowed
on the qucue/IVR should be
S minutes before answer.
* Incxceptional cascs where
live agent may be unavail-
able within 5 minutes to
answer the call, a customer
should be given an option of
hanging up to be called back

within a maximum time of
30 minutcs.

Customer carc lines that can be
acccssible through other networks

> 1 frce access number
and if 1 number then it
should accommodate multiple
calls at the same time.

. Customer Care Centre

Waiting timc to be physically attended
to by relevant staff at customer carc
centers :

< 30 minutes. The Licensee
shall provide means of
mcasuring the waiting time,
starting from time of arrival
at the premiscs.




TaoLe 4 : Network Performance KPls

4.1. Network Node Performance
. | BH Call sctup success ratc < 98% of attempted calls
2. | BH Cull Completion rate 2 97% of attempted calls
3. | BH Call sctup timc < 6 Scconds-for local/
national calls
4. | Location updatc success rate 2 99% of attempts
5. | Paging success rate 2 98% of attempts
6. | BH Dropped Calls Ratc <1%
7.1 BH Traffic Channel (TCH) Congcstion
(to be measurcd at BSC level) < 2%
8. | - BH TCH Assignment Success Rate > 99%
9.1 BH SDCCH Congestion (to be
mcasurcd at BSC and cell levels) <0.2%
10. BH SDCCH drop rate < 0.5%
11.| BH Hand Over Success Rate at all levels | > 98%
12.] BH Interconnect Circuit (Pol) Congestion | < 0.5%
13./ HLR and BH VLR, capacity utilization | < 70%
14, BH BSC, MSC capacity utilization s 60%
15| BH Proccssor Loading
BH Erlang Utilization/BSc < 60%
16.] No. of Interconnect points per 3 contiguous >1
covcred States (Standalone or Sharced) ,
17.] Interference protection ratio (b) Co-channel C/I > 12dB
(c) Adjacent channel C/I
>-12dB
(d) A Licenseec must
operate within its permitted
Frequency band without
causing harmfui intcr-
fcrence to parts of its
nctwork or network of
other Licensces
18.

Upgrade/Integra-| Life-time of any :
tion/Cut-over (a) CIC mismatch,
Rclated Errors

cITor,

Ccll definition

(b) Global Cell Identity-

1 (c) improper Neighboring-

< | Hour
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Lifc-time of Errorin :
(a) Ncighboring MSC
definition
(b) Roaming Number
of New MSC
(c) Exchange Paramcter
- Scttings, including
SS-Tone sending’
(d) IN trigger Tablc
Decfinition

' < Hour

19.] Resolution time of BTS faults impacting 5 2.5hrs Rural ..
on traffic < 1.5hrs Urban
Tt ‘Exccptional circumstances
such us late night failures
n dxfﬁcull locauons musl’
) be announccd throu"h
clectronic mcdm covc:rnr*r&L
such location, \\llhm ”hrs .
20.1 Resolution time of BSC faults i 1mpacnng <45 minutes ' s
on traffic
21. HLR/STP-in-pooI'Implcmcn'l:nion . =100%"
22.| Geographical Lochtion of HLRs/STPs’ >2 Locations¢
or SDPs or SCPs i
23.1 Resolution time of MSC faults impacting | <10 Min
| ontraffic - _
MSC/VLR (MSS) System Availability > 99.99% of (720HTrs)
“(monthly) T 1 -
» MSC/VLR (MSS) System Down time
(monthly) < 0.01% of (720Hrs)
"Z4._ ' Time to rcp.nr other failures that affect | < 1.5 hours
VM Mmffic
29 .::S'c:_rvicc covgrage received signal level | Out-door > -65 dBm
0o In-door > -70dBm
: In-vchicle >-70dBm -
20. ASR IN or OUT (1n Un net and Off-net)

Should be Equal, and > 50%
Any variatibn which in the
opinion of the commission
is significamt ‘may lead to
ﬁm;,. Licenscees engaged in
call-gapping will ' be




individually or collectively
fincd in accordance with
Schedule 3 of thesc
Regulations. Misleading
ringback-tone is regarded
as breach.

271 Signaling (SS7) Utilisation < d0% HSL < 304 NBL
Sipgnalinz (8S7) Link Availability > 99.99% '
LinkSct Unavailability < 0.01%

28.| Conversational voice quality on MOS < 3.6 on the MOS
ON-NIT Calls ‘ scale o

SQI <26
29.1. Speech encoding | Use Full-Rate (FR),
. | Enhanced FR, but, specilig
authorization must bg
" 9 :
N obtained from  thg
' Commission for the use of
. half-ratc whether munuall)'
: sclor aulomatic througt:
Adaptive  Multi-Ratc
. (AMR). For the spccir_it
_: ' _ period of use. -

30.] BI SMS delivery success rate for > Y9% of attempts :
cnabled handsets that are in working 3
arder, fit for purposc, ON and in the
service arca, assuming suffictent” o “'1

. A (%)
account balance.. i ; RRRERI W
31| SMS end-to-cnd delivery time fot < § scconds for MO sindt
enabled handsets that are in working MT switched ON and
order, fit for purpose, ONand in " ¢ “within the Sc’rvfctlirm i
service aren, assuming sufficient account | (ON-NET) <o = -]
balance 2 . | < 10scconds forCﬁ:F’ TQET
32.| Minimumtime for storage of S\'IS/MMS m .gU Jays _ -__% '
before deletion by lhc opcr.\lor ic. for, | - il
- SMS/MMS (hat arc sent to mobile: - s -_--i
stations that cannot be reached.

33, | Maximum timeallowced for B-Numberor { < 24 hrs :

Routing Table to be out of datc or - W 5 =

Problem Resolution and inclusionof
omilted numbers: . ..,

e me——mas s

PP

N L

el L T ———
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4.2. Transmission Path

1. | Maximum time for transmission or

< 2 Hours
physical link outage
2. | Pcrcentage of Microwave links with > 60%
space as well as Frequency diversity
BH Congestion on trunks <0.2%

Rcdundancy on transmission links

Must convenicntly handle
100% of the primary link
BH traffic. There should
be redundancy onall cntical
links :

5. | Compression ratio on transmission
system '

< 1: 1, but for any other

compression ratio a specific
authorization must be
obtained  from ‘the
Commission for the specific
transmission route and for
a particular period of usc.

6. | Error Sccond Ratio (ESR)

<00l (g1 x10-4forlP
Traffic)

7.1 Background Block Error Ratio (BBER)

<0.00005 (gt x10-6 for
IP Traffic)

8.| Scvercly Error Seconds (SESR)

<002(<1x10-S5SforlP
Traffic)

9.| Availability >99.99%
10 | Dclay < 50ms
11| Average delay <20ms
12 | Declay Variation <5ms

13 | Packet Loss <2%

14 | Shp < S%

4.3. Synchronisation Network (Node Output)

1. | Primary Refecrence Clock (PRC)

MTIE = 25 + 0.2757ns {T
=900s |

TDEV €3 ns
2. | Synchronization Supply Unit (SSU) MTIE = 2000 ns
' TDEV <3 ns
3. | SDH Equipment Clock (SEC) MTIE = 250 ns

TDEV < 12 ns




PDH Synchronization Interface

MTIE = 2000 nsTDEV d”
34 ns

TaoLe S : Data Services

KPlIs

Circuit Switched Data Scrvices (CDS)

Upslrcmu‘dalu rate

2 95% of the data rate
agreed with consumer, at BH
Downstream data rate

> 95% of the data rate

agreed with consumer, at
BH

Packet-Switched Data Services (PDS)

Upstream data rate

> 95% of the data rate
agreed with consumer, at
BH

Downstream data rate

> 95% of the data ratc

agreed with consumer, at
BH '

GPRS Attach Success Rate

> 98%
PDP Context Activation Success Rate | > 98% .
Data Service Login success or Availability | > 98%
Latency GPRS <500ms,

EDGE < 100ms

Uplink or Downlink Throughput for
Various cvolution of Mobile Technology

~ Standards

Must mectthe Minimum

speed specified in the 3GPP
Standards

Mecting Advertisement Commitments

There shall be no disparity
between advertised rates
and that eventually received
by the Consumer

Compensation for hours of data
services not rendered

Allcast 100% of loss in
supply time

0.

Contention Ratio] Committed Rate

Must be specified in
the contract

Maximum Data
Rate

Must be specified in
the contract

End-to-End Throughput

Must be specified in the
contract
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Data Rate of c_'nch link from end-to-cnd W

Must be specified in the

‘contract, and should make

provision (o
mcasurcment.

cnable

Data rate of slowest link (bottlencck) .

e

Must be specified in the
contract

10.

Pcrmissible Download data size per

billing period without additional charge
on the plan

Must be specified in the
contract

11,

Response time in casc of Major Faults

Must be specified in the
contract

Customer details including address and
log filcs

Must be available for NCC
verification if required

Additional Thresholds for 3G Nenwork

13.1 RRC_CSSR < 98% ,
14.1] RAB_SR < 98%

15.] RTWP < -100dBm

16.{ RSCP > -85dBm

17.1 Ecd/lo > -9dBm

18. lubCohgcstion < 2%

19.| CS_IRAT HHO Failure s 2%

20.| PS_IRAT HHO Failurc < 2%

Definitions of these paramelers can be found in Schedule 2 to these Regulations.




| SCHEDULE2
DEFINITION OF TERMS AND PARAMETERS

The following terms shall convey the mcanings ascribed 1o them

‘hereunder in the context of these Regulations. Formula-based definitions can
be implemented using the formula stipulated hercunder or formula with similar

¢ffect (should the counlers stipulated not be directly available) All'KPIs must
be achicved by pre-and post-paid scrvices.

\
|
\
\

\
\

l. Call . A generic term celated to the csldbhshmcm utilization and
rclease of conncection.

2. Call Auempr @ An attempt to achicve a connection 1o onc or morc
devices attached to a telecommunication network.

3. Successful Call . A call that has rc.\chcd the desired number and
allows conversation to proceed.

4. Busy Hour (BH) 2 The continuous 1-hour period lying wholly in the

time interval concerned (usmlly 24hrs) for which the traffic or number of

call altempts is greatest.

S. Call Setup Success Rate (CSSR) = ((l - (SDCCH Congestion)) *
(1 -(SDCCH Drop Rate) * (TCH Assignment Success Rate ))

or

100*((! - ((CCONGS+CCONGSSUB)/ (CCALLS+CCALLSSUB) ))
*(1-((CNDROP - (CNRELCONG+ CNRELCONGSUB) ) /

CMSESTAB ) ) * ((TFCASSALL + TFCASSALLSUB + THCASSALL
+ THCASSALLSUB) / TASSALL )) (%]

6. Call Completion Rate = CSSR * (1 - TCH Drop Ratc)

Where TCH Drop Rate = (TENDROP + TTFNDROP + THNDROP +
THNDROPSUBY (TFCASSALL + TFCASSALLSUB + THCASSALL +
THCASSALLSUB + (SUMIHOSUCC - SUMIAWSUCC -

SUMIABSUCC)-(SUMOHOSUCC - SUMOAWSUCC - SUMOABSUCC))
* 100 [%)

7. Handover Success Rate = Successful internal and External Outgoing
Handovers of Total Number of Internal and External Handover Attempts

WA

i
onr

(SUMOHOSUCC + SUMEOHOSUCC)/(SUMOHOATT +
SUMEOHATT) *100 [%)

8. Location Update Success Rate (Registered and non-registered
subscribers) = (NLOCNRGSUCC '+ NLOCOLDSUCC +
NLOCNRG2SUCC + NLOCOLD2SUCC)-/ (NLOCNRGTOT +
NLOCOLD [OT + NLOCNRGZTOT + NLOCOLD2TOT)* 100 (%)
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9. Paging Success Rate = (NPAGIRESUC + NPAG2RESUC)/
(NPAGILATOT + NPAGIGLTOT) *100 [%]

10. SDCCH Drop Rate = Dropped SDCCH Conncctions of the Total
Number of SDCCH Conncctions without TCH Congestion

OR

(CNDROP — (CNRELCONG+ CNRELCONGSUB)/ CMSESTADB)
*100 (%]

11. SDCCH Congestion = SDCCH Congestion of Total Number of

SDCCIH Scizurc Attempts OR (CCONGS+CCONGSSUBY/
(CCALLS+CCALLSSUB) *100 [%)]

12. TCH Assignment Success Rate = Successful TCH Awnnmcnm
of Total Number of Assignment Attempts

OR

((TFCASSALL' + TFCASSALLSUB + THCASSALL +
THCASSALLSUB) / TASSALL ) *100 [%] |

13. Call Sctup Time (Post Dialing Delay) : Time interval between the
end of dialing by the user and the reception by him of the appropriate ring-

back tonc or recorded announcement, or the abandonment of the call without
a tonc.

14. Call Drop Rate : The Call Drop Ratc is the number of dropped calls
divided by the total number of call attempts at busy hour expressed as a %.

Note : A dropped call is a call that is prematurcly terminated before
being released normally by cither the caller or called party.

Number of dropped calls ' x 100
Numbcr of Successfully Complcted Call Setups

ok ((TFNDROP + TFNDROPSUB -+THNDROP+
THNDROPSUB) /TFCASSALL + TFCASSALLSUB +
THCASSALL+THCASSALLSUB)) * 100

15. Traffic Channel Congestion (TCH Cong) : This is the percentage
congestion of the traffic channel mecasured at busy hour.

Number of unavailable (blocked) TCH requests at all stages x 100
Total Number of TCH Requests

16. Handover : In a mobilc system, a system-driven change of the
current association between an ¢stablished connection and a channcl (mobile
lo basc station and/or base station to mobile channcl) in the radio segment
spanncd by one cell. The change may result in an association between the
conncction and a new channcl cither in the same cell or in a different cell.
The handover request may be issued:duc to deteriorated transmission quality
of the channel as determined on the ‘basis of a quality criterion (signal
strength, carrier to interference ratio, etc.).




17. Interconnect Circuit (Pol) Congestion : This is the percentage
umbc\lmn of the Interconnect Circuits measurcd at busy hour.

Total Number of unavailable Pol circuit requests x 100

Total Number of available Pol circuits

I8. Processor Load : This is the percentage of MSC Processor Workload
measured at busy hour.

L. BIT HLR, VLR, MSC Utilization: % Capacny Ullh/dllon of HLR,
VLR and MSC at busy hour.

I Transceiver Unit (TRX) Utilization: % Capacity Utilization of TRX
at busy hour..

19. No. of Interconnect points per Zone

: Is the cxistence of at lcast
'one interconnection point per zonc.

20. Interference Protection Ratio -
“to Co-Channel and Adjacent Channcls.

21. Resolution Tune of CIC mismatcl
- CIC mismatch.

22,

Is the interference protection duc

- Is the time taken to resolve a

l\c\olurmu time of BTS faults impacting on traffic : This is the
A lnm taken to resolve faults that hinder traffic ﬂow in the BTS.

| 23. Resolution time of BSC faults impacting .on traffic : This is the
| time taken to resolve faults that hinder traffic flow in the BSC.

24, Resolution time of MSC faults impacting on traffic : This is the
time taken to resolve faults that hinder traffic flow in the MSC.

i 25. Time to repair other failures that affect traffic © Time taken to

repair other fatlures (not specifically captured in other parts of this document)
that affect traffic,

20. Maximum time for 11ausnuss:on/[’h\'ucal lmL outages : Is the
 Maximum time allowed for transmission/Physical link to remain in a failed
state or state of operation that negatively affects services (o consumers.

27. Service Coverage in cities/towns @ Is the measured Radio Signal

‘Level in urban and sub-urban arcas, in-door and out-door and in moving
vehicles in (dBm).

28. Percentage of Radio Links with Space and Frequency Diversity : 1s
the percentage of Microwave Transmission Links employing Space and
IFrequency diversity in the entire transmission network.

29. Conversational Voice Quality : Is the Mcan Opinion Score (MOS)

of the speech quality perceived by Caller or Called party in accordance
with ITU-T P.862.

30. Compression Ratio : Is the compression ratio on the transmission
nctwork.,
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31. Voice Encoding : Is the type of voice encoding that is used on the
radio nctwork.

32. SMS Declivery Success Rate : 1s the ratio of the failed SMS 1o the

total number of delivered SMS at busy hour if the recipientis active and in
coverage arca.

Numbcr of SMS reccived by recipicnt x 100
Total Number of SMS sent to the recipicnt

33. SMS End-to-End Delivery time : 1s the maximum End-to-End
delivery time of SMS if the recipient is active and in the coverage arca.

34. Number of Complaints per day related to :

(1) One way or both way loss of audio = A situation whereby cither

caller or called party cannot hear the audio message or both could not hear
cach other.

(i) Cross-Talk @ A situation whereby unintended conversation interferes
with that of caller or called party or both. ‘

(iit) Call Misdirection to unintended number @ A situation whereby a

call is terminated at unintended destination. |
(iv) Wice Quality : Conversation with bad speech quality. '

35, Number of complaints per day in respect of Network blocking
of incoming calls : Numbcr of complaints reccived per day in respect of
blocking of incoming calls in the network.

36." Number of complaints per day related 1o inability to meet SMS/
MMS End-to-End Delivery Time Threshold : Complaints per day reccived
on the network related to inability to meet SMS/MMS delivery time.

37. SMS Delivery Failure Rate : This is the ratio of SMS undclivered

to recipicnt to the total number of SMS received at the Service Center for
the recipient.

Number of SMS to recipient undcelivered x 100

Total Number of SMS received at Service Center

38. Voice Mail related complaints per day : The complaints related to
voice-mail reccived per day.

39. Acknowledgement of delivery of SMS/MMS/IMS messages sent
Sucéessful delivery acknowledgement of SMS/MMS/IMS messages sent
must be received by the sender for all messages delivered.

40. Cost information for all completed calls or Revenue Gene
Events (RGE) via text to consumer : Charging inf \
communicated to the consumer for all calls at



. , B 111
"4l Circuit Swuchcd Dala Scnr:ccs (CDS) Upslrcam/Downslrcam ,

hroughput of Circuit Switched Data Services. Greater or cqual 10 95% of -
hl. agreed data rate must be delivered to customer at busy hour.

42, Packet Switched Data Services (PDS) - Upslrcam/DO\\ nstream
throughput of Packet Switched Data Services. Greater or equal to 95% of
the agreed data rate must-be delivered to customer at busy hour

i 43, CIC: Circuit Identification Code. _
- 44. RGE : Revenuce Generating Event (RGE) is any uclion'by onc or
more subscribers that leads to Revenue being derived dircctly or indirectly

by onc or morc operators. Examples include but not limited to Sendine or
Recciving Calls/SMS/ MMS/ data Down-load/ Line rental Payment cte

. 45. MSC/VLR, MSS System Availability/Down Thme : Amount of time
the MSC and MSC-S werc in/out of service during a given period cxcludmg s
planncd outage. Obtainable from system logs.

. 46, Signaling (S87) Link Availability . Availability for ETS] SS7
signaling nctwork, cvaluated as : -

. (ASLDUR/(ASLDUR + UNAVAILDUR)) * 100

47, Signaling (§S87) LinkSet Unava:’lab:'l:'fy : Duration of unavailability
ol signaling link sct in scconds, cvaluated from : STUNADURAT

| 48. Auswer Seizure Ratio (ASR) : Answer/Scizure ratio (ASR) is the
number of successfully answered calls divided by the total number of calls
aucmpted (scizures) multiplicd by 100. It is evaluated as follows :-

Numbcr of B answers in the Incoming route
ASR_IN = (NANSWERSI/NCALLSI)*100
Number of B answers in the Outgoing routc
ASR_OUT = (NANSWERSO/NCALLSO)‘lOO

|

| .

- Number of calls answered (B- answer) for both oul$omg and lncommg calls
|

ASR TOT—-((NANSWERSI+NANSWERSO)/(NCALL,51+ NCALLSOQ))
* 100

}

|

i 49. Background Block Error Ratio (BBER) : The ratio of Bachround
Block Errors (BBE) to total blocks in available time during a fixcd
mcasurement interval. The count of total blocks cxcludcs all blockx during
Scvercly Error Seconds (SESs). It is expressed as : '

. BBER = BBE/(TT-UAS-SES)’

: TT = Total Mcasurement Time
| UAS = Unavailable Second

$0. Error Second Ratio (ESR) : The rallo of Error Sccond (ES) to.

total scconds in available time during a ﬁxcd measurement interval. Itis
cxpressed as :

- ESR = [ES/(TT-UAS)]
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51. Scverely Error Scconds (SESR): SESR is a onc-second period that

contains over 30 percent crror blocks or at least one defect. SES is a
subsct of ES. It is expressed as :

SESR = [SES/(TT-UAS)]

WHERE ;

4

CCONGS — Congestion counter for underlaid subcell. Stepped per

congcsted allocation attempt. The counter for ovcrlmd subcell is
CCONGSSUB

CCALLS — Channcl allocation attempt counter (on SDCCH). The
Counter fpr ovcerlaid subcell is CCALLSSUB

CNDROP — The total number of dropped SDCCH channcls in a cell

CNRELCONG — Number of relcased connection on SDCCH duc to
TCH- and transcoder congestion in underlaid and overlaid subcell. The

subsct for overlaid subeclls is CNRELCONGSUB. Note That CNDROP
1s stepped at the same' time.

CMSESTAB — Successful MS channel establishments on SDCGH.
This counlcr 1s a sum of both ovulald and underlaid subcells.

TFNDROP — The total number of dropped full-rate TCH in undurlmd
subcell. The identical counter for overlaid subcells, TENDROPSUB. The

corresponding counters for half-rate, THNDROP and THNDROPSUB,
ru.pccuvdy

TFCASSALL — Number of assignment complete messages lor all MS

power classes in underlaid subcell, full-rate. The identical counter for overlaid
subcells, TFCASSALLSUB. The corresponding counters for half-rate,
THCASSALL and THCASSALLSUB, rcspcclivcly

TCASSALL — Successtul assignment atempts
TASSALL — z\wgnmcnl awempts for all MS power cl.mu

SUMOHOSU(.C — Sum of Sut.ccsstul lnurn.ll Handovers (Ouwmn"
Handover) |

SUMOABSUCC — Sum of Successful lmmml Asswnmcnl Handovers
to Better Cell (Oulgomg H.mdox cr)

SUMOAWSUCC Sum ofSucccwful Imcrnal Axsmnmuu Handovers
to Worsc Cell (Qutgoing H.mdow.r)

SUMIHOSUCC — Sum of Succcssful Internal Handovers (Incoming
Handover)

SUMIABSUCC — Sum of Successful Inlcrn.\l Axsn.nnu,nl Handovers
to Better Cell (lmommg H.mdovcr)

SUMIAWSUCC — Sum ofSucccssful lnlmml Assuvnmcnl H.mdovcrs
to Worsc Cell (Incommg H.mdovcr)



SUMOHOATT — Sum of Intemal Handover Aucn‘mpm' (O'qlgoi_lrig H.:m_dovc r
SUMEOHOATT — Sum of External handover Aucmpts (Outgoing
Handover) -
. NPAGILOTOT — Number of first global page aticmpts o;'cr' A-Interface

NPAG2LOTOT — Number of repeated page idttempts to a location arca
over A-Interface

NPAG2GLTOT — Number of repeated Llobll page .mcmpls over A-
Inteface

NPAGIRESUCC — Number of page responses to first page over A-
interlace . :
“".-\G2RESUCC — Number of page responses 1o repeated page over A-
L‘ A '
"OLDTOT — Total numbcer of locauon upd.mnn aucmpls for
alrea.., 1egistered subscribers over A- mlcrl.m_ and Tu-interface

NLOCNRGTOT — Total number of loc.mon updating attempts ﬁom

non-registered subscribers (IMST attach, normal LU or pcnodlc LU) over
A-intertace and lu-interface

NLLOCOLDSUCC — Numberof successful location updating for alre: 1dy
registered subscribers over A-interface and Tu-interface

NLOCNRGSUCC — Number of successful location updating for non-
registered subscribers over A-interface and lu-interface

NLOCNRG2TOT — Numbecr of location updating attempts from non-
registered subscribers (IMS1attach, normal location updating, or periodic
updating) over Gs-Interface

NLOCNRG2SUCC — Number of sucuss(ul 10CdllOll updaltes for non-
registered subscribers over Gs- Inlcrfacc

NLOCOLD2TOT — Number of location updating attempts for already
registered subscribers over Gs-Interface

* i

NLOCOLD2SUCC — Number of successful location upd.\lcs for
alrcady registered subscribers over Gs-Interface.

ASLDUR — Accumulated duration in scconds the link is in in-scrvice
state incremented by the duration in scconds the link is in in-service stale.

UNAVAILDUR — Accumulated duration inseconds alink is unavailablL'

because of any rcason m(.rcmcnlcd by the dumnon in seconds a link is
unavailable because of any rcason.’ :

STUNADURAT — Duration of unavailability of signaling li:nk scl,in seconds.
NANSWERS! — Number of B;ané\\'crs in the incoming routc.
NANSWERSO — Number of B-answers in the outgoing route.
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NCALLSI — Number of detected scizures, (incoming route). The counter
is stepped up when an accepted scizure is received.

NCALLSO — Numbcr of scizure attempts (bids), outgoing route.

GPRS_ATTACH_SUC — The number of successfully performed GPRS

Attach procedures wnhm this SGSN of total numbcr of attempts of attach
proccdurcs.

SUCC_PDP_CONTEXT_ACT — Succcssful GPRS attaches is

considered to be successful when *PDP activation accept’ is send from
SGSN to MS.

TDEY — Time Dcviation.
MTIE — Maximum Time Interval Error.

RRC_CSSR — Radio Resource Call Sctup Success Rate which depends
on CE(Channel Element) or Trinsmission Resources

RAB_SR — Rudio Access Bearer Success Rate which depends on
CE(Channcl Element) or Transmission Resources

RTWP — Reccived Total Widebund Power

RSCP — Received Signal Code Power

Iub — Transmission Interface

Ec/lo — Chip Encrgy per Interference Spectral Density

CS_IRAT HHO Failure — Clrcuxt Switch Inter Radio Access Technology

. Hard Handover Failure

PS_IRAT HHO Failurc — Packet Switch Inter Radio Access
‘l'echnology Hard Handover Failure

Ccll — Emission coverage arca of a cell site

A ccell site is a term uscd to describe a site where antennas and clectronic

communications equipment arc placed, usually on a radio mast, tower or
other high place, to create a cell in a cellular network

Basc Transcciver Station (BTS) also referred to as the radio base station
(RBS)., nodc B (in 3G Nctworks), cNB (in LTE Standard) or, simply, the
basc station (BS) is a picce of cquipment that facilitates wircless
communication between user equipment (UE) and a network.

Basc station controller (BSC) is cquipment that provides the intelligence
behind the BTSs. It has tens or cven hundreds of BTSs under its control.
The BSC handles allocation of radio channels, reccives mcasurements from
the mobile phoncs, and controls handovers from BTS to BTS.

The Mobile Switching Center (MSC) is the primary service delivery
node for GSM/CDMA, responsible for routing voice calls and SMS as well
as other scrvices. It has a number of BSCs under its control The MSC scts
up and releases the end-to-end connection, handles mobility and hand-over



rcquircments during the call and takes care of charging and rcal time pre-
paid account monitoring.

3G refers to Third Genceration
LTE rcfers to Long Term Evolution

Pol: Point of Interconnect

General packet radio scrvice (GPRS) : is a packet oriented mobile
data scrvice on the 2G and 3G cellular communication systems.

Enhanced Data rates for GSM Evolution (EDGE) (also known as
Enhanced GPRS (EGPRS) : is adigital mobile phonc tcchnology that allows
improved data transmission rates as a backward-compatible extension of
(Global System for Mobile Communications (GSM).

Network Segment : is an’identifiable part of a Telecommunications
Nectwork such as BTS, BSC, MSC, Interfaces, ctc

High Speed Packet Access (HSPA) is an amalgamation of two mobilc
tclephony protocols, High Speed Downlink Packet Access (HSDPA) and

High Speed Uplink Packet Access (HSUPA) that extends and improves
the performance of cxisting Wideband CDMA (WCDMA) protocols.
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SCHEDULE 3

HNES FOR CONTRA\'EI\T]Ox\

Fines will be calculated on the basis of the provisions of Regulation 13 of
these Regulations for cach Parameter and Key performance indicator for
service, for cach Reporting Arca, for cach identified network scgment or

node and for cach Reporting Period a Lxcu\scc shaill hwc conlmvcm.(l th s¢
P+ tlations as follows: : ™ =

Maximum fine per Cont wention

re by a Licensce to
perform meaz.urement, reporting and
record Keeping tasks sct out in Part
Il of these Regulations.

(2) Failure by a Licensee to meet
and maintain a Target, for th
P.\mmclcn and lhc Scrvncc

(3) TFailure by a Licensce to submit,.

during atime period specificd by the
Commission, information requested
by the Commission pursuant (o
Regulation 7 (¢) ar Re_ Llation 12 of
these Regulations.

J4)  Submission or publication of
alee armislcading information about
quality of scrvice by Licensce.

S)  Obstructing or preventing an
investigation by the Commission in
respect of the quality of scrvice
mecasurcment, rceporting, data
collection and rccord keeping

_Qeceur.

—» N15,000,000 for cach act of
contravention and 225,000,000 for cach
day that the contravention continues (o
occur.

— N3, 000 000 for --h act of
contravention and N23.4 - .00 foreach
day that the contravention continucs 10

AL,

—_» N15,000,000 for each act of
contravention and N25,000,000 for cach’
day that the cc: iravention continuces 10
occur.

—» N15,000,000 for cach act of
contravention and 325,000,000 for cach

day that the contravention continues to
occur.

—» 15,000,000 for cach act of
contravention and 25,000,000 tor cach
day that the contravention continues to
occur.

proccdures by a Licensce, its

officers, agenls, scrvants, privics clc.

In imposing a fine for cach Conltravention, pursuant to the applicable provisions
ol the Enforcement Processes Regulations, 2005 or any amendment thereof,
or in accordance with the provisions of these Regulations, where there is any
difference or conflict between the fines specificd in the Nigerian
Communications (Enforcement Processes ctc.) Regulations, 2005 or any other



’

chgulution and those specified in these chu]alions, the fincs specified in (he
most recent of the Regulations shal) prevail,
A0S

Mabe: at Abuja this 16th day of January, 2012,

Dr Eucene Juwany
Executive Vice~Chairnmn

SSI
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