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1. Introduction

1.1 QoS definition
ITU' defines QoS as the “totality of characteristics of a telecommunications service that bear on
its ability to satisfy stated and implied needs of the user of the service™ .’

QoS experienced by end-users, QoS required or expected by end-users. QoS planned by Service
Providers and QoS delivered by Service Providers do not necessarily converge. Despite great
efforts from the Service Providers to attempt to provide high QoS levels, QoS experienced by end-
users may still be low and much lower than QoS expected by end-users. Making these 4 levels of
QoS match together can be very challenging (see Figure 1 below).
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While QoS experienced by end-users and QoS required or expected by end-users can be better
assessed thanks to customer surveys, measuring QoS delivered by Service Providers can better
inform end-users. QoS can be measured by objective means such as level meters, delay counters,
ete.

QoS must not be confused with Network Performance. To avoid such confusion, QoS is
sometimes called “end-to-end QoS™ in order to remind that QoS depends on many components
(see ITU diagram in Figure 2).

Network
performance

Network
performance

Overall network performance
End-to-end QoS
Quality of Experience (QoE)

Figure 2: Schematic contributions to end-to-end QoS (from ITU)

Indeed, from the end-user point of view, achieved QoS is the combination of:
¢ Network performance:
e Terminal performance;
e Retail channels;
o Customer care.

Generally speaking. QoS regulation does not focus on terminal performance and retail channels:
.o Markets for terminals tend to be international markets with significant competition and
significant amount of information available for end-users to facilitate comparison:
» Sales can be made not only by Service Providers but also by resellers, which makes QoS
regulation of such activities much more difficult and less effective.

In addition to the concept of QoS, it is important to note that the concept of Quality of Experience
(QoE) is being more and more considered. However, this concept is difficult to regulate since it
adds subjective parameters on top of QoS, such as: personal mood, environment, etc. QoE is not
covered by these Regulatory Procedures.
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Figure 3: Schematic contributions to end-to-end QoS
(from ITU, “Overview of Quality of Service)

1.2 Legal basis

The following legal provisions provide the basis for the QoS Regulatory Procedures documents,
but not exhaustively.

Article 2 of the Telecommunications Services Regulation Act of 2005 (“the Law™) establishes
promotion of quality of telecom market services as one purpose of the Law. Article 6(5) empowers
the Afghanistan Telecommunications Regulatory Authority (ATRA) to monitor and control
compliance with the conditions included in licenses, and Article 6(8) gives ATRA the authority
to intervene in disputes between operators, service providers. users and other parties regarding
QoS. In addition, Articles 49 and 50 empower ATRA to prescribe terms of service via procedures
in order to regulate the provision of services in order to support users and customers, including

those related to QoS.

QoS for Mobile services in Afghanistan is regulated via a specific procedure enacted in 20135, the
Procedure for Measuring the Quality of Mobile Telecommunication Services (PMQMTS). This
procedure was drafted in 2013 and later updated by ATRA to account for QoS for 3G services.
The QoS procedure for mobile services was formally approved by the Board and it is currently in
force.

The QoS requirements for the mobile operators in their licenses to provide mobile services in
Afghanistan are also part of the QoS regulatory framework and establish minimum performance
and quality of service requirements for mobile networks, including reporting requirements related

to QoS to ATRA and penalties and fees for non-compliance. - mm-:-uawdsﬂg:m;;;:r;uuu

ATRA has signed national fiber-optic network licenses, investmeént and Cxp (!D wagleements
























































































































































































