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Afri KA - Professional IP /30 99
Afri KA - Professional IP /29 299
Afri KA - Professional 1P /28 799
Afri KA - Professional IP /27 1499
Hardware Kit 8000
Installation 1500

Per km charge 5.5

COMMUNICATIONS REGULATORY AUTHORITY OF NAMIBIA
No. 152 2015

NOTICE OF REGULATIONS PRESCRIBING QUALITY OF SERVICE STANDARDS
APPLICABLE TO SERVICE LICENCEES: COMMUNICATIONS ACT, 2009

The Communications Regulatory Authority of Namibiain terms of section 129 of the Communications
Act, 2009 (Act No. 8 of 2009) read with regulation 4(3) of the Regulations Regarding Rule-Making
Procedures published as General Notice No. 334 of 17 December 2010, hereby publishes these
“Regulations Prescribing Quality of Service Standards Applicable to Service Licensees”, effective
from the date of publication of in the Gazette.

1. Definitions

In these regulations, any word or expression to which a meaning is assigned in the Act, shall have
the same meaning and —

“Act” means the Communications Act, 2009 (Act No. 8 of 2009);
“Authority” means the Communications Regulatory Authority of Namibia;

“Busy time™ means a set of the same three (3) hours in each of the same days in the reporting period,
during which the highest average traffic for a service is measured or expected;

“Elapsed day” means a twenty-four (24) hour time period;

“Electronic communications” means any emission, transmission or reception of sound, pictures, text
or any other information by wire, radio waves, optical media, electromagnetic systems or any other
means of a like nature;

“Fault” means the failure of a service to the extent that the service or some aspects of the service is
unavailable;

“Licensees” means licensees issued with licences in terms of regulation 5(1) (a) & (b)(i)(ii)(iii) of
the Regulations Setting Out Broadcasting and Telecommunications Service Licence Categories, as
published in Government Gazette No. 4714, Notice No. 124, dated 18 May 2011, as amended in
Government Gazette 5148, General Notice No. 74, dated 13 March 2013;

“Log-in” means multi-step process including, both authentication and authorization, as well as other
system start-up tasks in order to provide a user with access to services and/or resources

“Packet loss” means the failure of one or more transmitted packets to reach their final destination;



4 Government Gazette 21 April 2015 5713

“Reporting period” means the period of one (1) month starting from the 1* day of every applicable
calendar month to the last day of the month for measurements to be submitted by the licensee or a
specified time period as determined by the Authority to conduct quality of service measurements;

“Reporting area” means the geographical area as determined by the Authority from time to time
within which quality of service standards are measured;

“Service coverage” means the state of indoor and outdoor radio access within the network coverage
area of the licensee;

“SMS” means Short Message Service;
“Telecommunications services” means services whose provision consists wholly or partly
in the transmission or routing of information on telecommunications networks by means of

telecommunications processes but does not include broadcast services; and

“Quality of Service data” means all data accumulated by the Authority pertaining to the measurement
of quality of service standards.

2, Submission of documents to the Authority

(D In these regulations, when persons are permitted or called upon to submit information to the
Authority in writing, they may do so either physically or electronically -

i) by hand to the head offices of the Authority, namely Communication House, 56
Robert Mugabe Avenue, Windhoek;

ii) by post to the head offices of the Authority, namely Private Bag 13309, Windhoek
9000;

iii) by electronic mail to the following address: operations@cran.na
iv) by facsimile to the following facsimile number: +264 61 222790 or

V) in any other manner or at alternative addresses set out by the Authority from time to
time.

3. Applicability

() These regulations are applicable to the following service licence categories set out in the
Regulations Setting Out Broadcasting and Telecommunications Service Licence Categories,
published as General Notice No. 124 in Government Gazette No. 4714 dated 18 May 2011 as
amended in General Notice No. 74 in Government Gazette No. 5148 dated 13 March 2013 —

i) Individual (Comprehensive telecommunications service licence ECNS and ECS):
and
ii) Class
ECS;
ECNS; and

Comprehensive telecommunications service licence (ECNS and ECS);
Class Comprehensive Multiplex and Signal Distribution service licence;
Commercial Broadcasting service licence;

Community Broadcasting service licence;

Multiplex service licence;
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h. Public Broadcasting service licence; and
i. Signal Distribution service licence.

4. Minimum Quality of Service Standards

(1) Licensees must maintain the minimum quality of service standards in accordance with the
requirements contained in Appendix A to these regulations.

5, Reporting Requirements

(1) Licensees must submit a report to the Authority, in the format set out in Appendix B, on a
bi-annual basis. Bi-annual reports are to be submitted on or before 31 July for the period
January to June, and on or before 31 January for the period July to December.

(2) The licensee shall take the measurements according to the standards stipulated in Appendixes
A and B to these regulations.

(3) The Authority may publish quality of service performance indicators in any form or format
that it deems reasonably appropriate,

(4) If the Authority publishes the quality of service performance indicators as indicated in
subsection 5 (3), the Authority may request comments from licensees on quality of service
performance indicators prior to publication.

(5 The Authority may conduct surveys or other studies to assess customer satisfaction with the
quality of service provided by licensees.

(6) The Authority may audit some or all of the quality of service data submitted by a licensee.

(7 The Authority may investigate the quality of service measurement, reporting and record
keeping procedures of the licensee.

(8) Licensees shall submit any additional information requested by the Authority to verify or
clarify quality of service measurements including time periods and geographical areas within
thirty (30 days) from receiving the request from the Authority.

(9) Licensees must retain all quality of service data, including all measurements and related
records for a minimum period of five (5) years, after the end of the reporting period, or for a
time period as may be directed by the Authority.

(10)  The Authority shall determine the geographical area and time period for drive testing
conducted on behalf of the Authority to measure quality of service standards.

(11)  The Authority shall measure and ensure compliance to quality of service standards using any
or all of the following methods:-

(a) Drive testing by the Authority, and/or an independent party appointed by the
Authority; and/or
(b) Data collection and statistical reports from licensees; and/or
(c) Any other reasonable means.
6. Condonation
(1) In the event a licensee is unable to comply with any time set out in these regulations, it may

request from the Authority an extension of time at least seven (7) days prior to the time set
out or within such other time period agreed by the Authority upon good cause shown.
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2)

(1

2)

ey

(2)

The Authority will respond to the request for condonation as soon as practicable, and may
either grant or deny the request, in its sole discretion, based on, among other things, the
nature of the information and the reasons for non-compliance with the time set out.

Failure to submit information

If a licensee fails to submit in the manner and format prescribed by the Authority, as set out
in these regulations or to submit the reports required to be submitted by these regulations the
Authority may:

(a) Issue a written request for submission of outstanding information within a prescribed
time; and

(b) Require the licensee to implement a remedial plan within a time frame agreed with
the Authority and again submit the outstanding and/or additional information to the
Authority.

If after the measures set out in (1) above, the licensee still fails submit the information
requested, the Authority will deal with the matter in terms of sections 114 and 115 of the Act.

Penalties

Any licensee who fails to maintain the minimum quality of service standards set out in these
regulations or to submit the reports required to be submitted by these regulations, shall be
guilty of contravening these regulations,

Where a licensee contravenes one or more of these regulations or quality of services standard
contained herein, the Authority may-

(a) issue to a licensee a written warning and final date for submitting outstanding
reports where the licensee is guilty of not submitting reports as required by these
Regulations; or

(b) require the licensee to implement a remedial plan within a time frame agreed with the
Authority and again submit additional information about the quality of the relevant

service to be compared against performance data collected by the Authority; or

(c) order the licensee to compensate subscribers or consumers for poor quality of
service; or

(d) impose a penalty of not more than N$500,000.00 for-

(i) failure by a licensee to perform measurements for reporting purposes as
contained in these regulations;

(ii) submitting or causing the submission of false or misleading information to
the Authority;

(iii) each contravention of a quality of service standard as set out in section 2 of
Annexure A hereto; or

(e) impose a penalty not exceeding N$1,000,000.00 for-

(i) each contravention of a quality of service standard as set out in sections [
and 3 of Annexure A hereto;
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(ii) each repeated contravention of a quality of service standard as set out in
Annexure A hereto; or

(f) impose a penalty not exceeding N$5,000,000.00 for failure to implement a remedial
plan agreed with the Authority for compliance with any quality of service standard
within such time frame the Authority may direct; or

(g) take any other measure the Authority regards as reasonable in the circumstances.

(3) Any amount of penalty payable in terms of paragraphs (d), (¢) or (f) of subregulation (2)
constitutes a debt due to the Authority by the relevant licensee concerned and may be
recovered by the Authority by means of proceedings instituted in any competent court.

(4) Notwithstanding the provisions of sub regulations (2) and (3), the Authority may waive the
payment of or refund the whole or any part of a fine payable.

(5) Before imposing any penalty as contemplated by paragraphs (d), (e) or (f) of subregulation
(2), the Authority must give an affected licensee the opportunity to be heard, whereafter the
Authority may-

(a) decide not to impose any penalty; or
(b) impose such penalty the Authority deems fit.
L.N. JACOBS

CHAIRPERSON OF THE BOARD OF DIRECTORS
COMMUNICATIONS REGULATORY AUTHORITY OF NAMIBIA
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APPENDIX B: REPORTING FORMAT

1. Supply time for fixed line initial connection
Parameter: (i) 95% of service requests to be completed within 5 elapsed days
(ii) 100% of service requests to be completed within 7 elapsed days
Month 1 | Month2 | Month3 | Month4 | Month5 | Month 6
Percentage of service requests
completed within 5 elapsed days
Remaining percentage of ser-
vice requests completed within 7
elapsed days
Total percentage of service re-
100% | 100% 100% 100% 100% 100%
quests completed
2. Supply time for internet access
Parameter:; (i) 95% of service requests to be completed within 5 elapsed days
(ii) 100% of service requests to be completed within 7 elapsed days
Month 1 | Month2 | Month3 | Month4 | Month5 | Month 6
Percentage of service requests
completed within 5 elapsed days
Remaining percentage of ser-
vice requests completed within 7
clapsed days
Total percentage of service re-
2 100% | 100% 100% 100% 100% 100%
quests completed
3. Supply time for initial mobile service connection (postpaid)
Parameter: (i) 95% of service requests to be completed within 5 elapsed days
(ii) 100% of service requests to be completed within 7 elapsed days
Month 1 | Month2 | Month3 | Month4 | Month 5 | Month 6
Percentage of service requests
completed within 5 elapsed days
Remaining percentage of ser-
vice requests completed within 7
elapsed days
Total percentage of service re- 100% 100% 100% 100% 100% 100%
quests completed
4. Fault Repair Time
Parameter; (i) 90% of faults to be repaired within 24 elapsed hours from time
reported
(ii) 100% of faults to be repaired within 48 elapsed hours from time
reported
Month 1 | Month2 | Month3 | Month4 | Month5 | Month 6
Percentage of faults repaired with-
in 24 elapsed hours
Remaining percentage of faults re-
paired within 48 elapsed hours
Total percentage of faults repaired 100% | 100% 100% 100% 100% 100%
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5. Proportion of problems with number portability procedures
Parameter: Number of requests with deviations from the normal porting procedures
must be less than 5% of the total number of requests for number portability

Month 1 | Month2 | Month3 | Month4 | Month S | Month 6

Total number of number portabil-
ity requests

Number of requests with devia-
tions from normal porting proce-
dures

Percentage of requests with devia-
tions from the normal porting pro-
cedures vs total number of number
portability requests

6. Response time for administration and billing enquiries
Parameter: 95% of calls must be answered within 20 seconds

Month 1 | Month2 | Month3 | Month4 | Month5 | Month 6

Total number of calls related to
administration and billing enqui-
ries

Total number of calls answered
within 20 seconds

Percentage of calls answered
within 20 seconds vs total number
of calls received

7. Customer complaints resolution time
Parameter: 90% of customer complaints must be resolved within 24 elapsed hours

Month 1 | Month2 | Month3 | Month4 | Month5 | Month 6

Total number of customer com-
plaints received

Number of customer complaints
resolved within 24 elapsed hours

Percentage of customer com-
plaints resolved vs total number of
customer complaints

8. Billing correctness
Parameter: Less than 2% of bills should result in customer complaints

Month I | Month2 | Month3 | Month4 | Month5 | Month 6

Total number of bills issued to
customers

Number of bills resulting in cus-
tomer complaints

Percentage of bills resulting in
customer complaints vs total num-
ber of bills issued
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9. Service Coverage
Parameter: A minimum of -100 dBm must be achieved for 95% outdoor and 85% indoor
service coverage following a predetermined test route
Note: Measurement will be done by the Authority after which the Authority may request more
information or clarification from the licensee in terms of section 5 of the
regulations.

10. Unsuccessful Call Ratio
Parameter: Percentage of unsuccessful calls must be less than 2% in busy time

Note: Additional measurements will be done by the Authority after which the Authority
may request more information or clarification from the licensee in terms of section 5 of the
regulations.

Month 1 | Month2 | Month3 | Month4 | Month5 | Month 6

Hours defined as busy time for
calls

Percentage of successful calls dur-
ing busy time

Percentage of unsuccessful calls
during busy time

. International Call Connectivity

Parameter: The ASR on a country-by-country basis should be more than 60%

ASR Rate

Destination Country Month 1 | Month 2 | Month 3 | Month4 | Month 5 | Month 6
List of countries in alphabetical
order
12. Dropped Call Ratio

Parameter: Percentage of dropped calls must be less than 3% in busy time

Note: Additional measurements will be done by the Authority after which the Authority
may request more information or clarification from the licensee in terms of section 5 of the
regulations.

Month 1 | Month2 | Month3 | Month4 | Month S | Month 6

Hours defined as busy time for
calls

Percentage of dropped calls dur-
ing busy time

13. Successful SMS ratio
Parameter: 95% of SMS messages must be send successfully in busy time

Note: Additional measurements will be done by the Authority after which the Authority
may request more information or clarification from the licensee in terms of section 5 of the
regulations.

Month 1 | Month2 | Month3 | Month4 | Month 5 Month 6

Hours defined as busy time for
calls
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Number of originating SMS at-
tempts

Number of successfully send
SMS’s

Percentage of successfully send
SMS’s

14. Completion Rate for SMS
Parameter: 95% of SMS messages must be completed successfully during busy time

Note: Additional measurements will be done by the Authority after which the Authority
may request more information or clarification from the licensee in terms of section 5 of the

regulations.

Month | | Month2 | Month3 | Month4 | Month5 | Month 6

Hours defined as busy time for
calls
Number of originating SMS at-
tempts
Number of successfully send and
received SMS’s
Percentage of successfully com-
pleted SMS’s
15. Successful internet log-in ratio

Parameter: 95% of internet log-in’s by the user of data services must be successful

during busy time

Note: Additional measurements will be done by the Authority after which the Authority
may request more information or clarification from the licensee in terms of section 5 of the

regulations.

Month 1

Month 2

Month 3 | Month 4

Month 5

Month 6

Hours defined as busy time for
calls

Number of log-in attempts

Number of successful log-in’s

Percentage of successful log-in’s

16. Packet loss ratio

Parameter: Packet loss ratio may not be more than 3% for any class of service offered

Note: Additional measurements will be done by the Authority after which the Authority
may request more information or clarification from the licensee in terms of section 5 of the

regulations.

Packet Loss Ratio
Destination Country Month 1 | Month2 | Month3 | Month 4 | Month 5 | Month 6
List of class of services offered by
licensee
17. Unsuccessful data transmission
Parameter: 95% of all data transmissions must be successful within a specified time

period
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Note: Additional measurements will be done by the Authority after which the Authority
may request more information or clarification from the licensee in terms of section 5 of the

regulations.

Month 1 | Month 2

Month 3

Month 4

Month 3

Month 6

Number of test data transmissions

Number of successful data trans-
missions

Percentage of successful data
transmissions

18. Data transmission speed achieved
Parameter: Data transmission speed achieved must be at least 80% of that advertised by
the Licensee, during busy time

Note: Additional measurements will be done by the Authority after which the Authority
may request more information or clarification from the licensee in terms of section 5 of the

regulations.

Month 1 Month 2

Month 3

Month 4

Month 5

Month 6

Hours defined as busy time for
data

Data speed advertised to be listed
for each product or class of service
offered by the licensee

Data speed achieved to be listed
for each product or lass of service
offered by licensee

SCHEDULE 1

PURPOSE OF THE PROPOSED REGULATIONS
REGARDING MINIMUM QUALITY OF SERVICE STANDARDS APPLICABLE TO
SERVICE LICENCES: COMMUNICATIONS ACT, 2009

The proposed regulations set out the quality of service standards that are applicable to Individual
(Comprehensive telecommunications service licence (ECNS and ECS), Class ECS, ECNS and Class
Comprehensive telecommunications (ECNS and ECS).), Class Comprehensive Multiplex and Signal
Distribution, Multiplex and Signal Distribution Licenses. Commercial Broadcasting service licence,
Community Broadcasting service licence and Public Broadcasting service licence.

The regulations also set out reporting requirements applicable to licensees and mandate a specific
reporting format and the consequences for failure to comply with the quality of service standards and

reporting requirements.




