








QoS Reporting - Internet Access Service

Period: October 2018 to December 2018

Parameter Measure Statistic Unit Comment
1.0 Supply time for Time for fastest 50% days
intial connection Time for fastest 95% days
Time for fastest 99% days
% supplied by agreed date %
Hours for taking orders weekdays
Saturdays
Sundays
2.0 Fault rate Faults/access line/year direct
indirect
3.0 Fault repair time  |Time to repair 80% of faults on access lines hours
Time to repair 95% of faults on access lines hours
Time to repair 80% of all other faults hours
Time to repair 95% of all other faults hours
% repaired on target date % direct
% indirect
Hours for reporting faults weekdays
Saturdays
Sundays
Periods for appointments weekdays
Saturdays
Sundays
4.0 Bill correctness % complaints %
complaints
5.0 Login time Time for fastest 80% seconds
Time for fastest 95% seconds

observations

6.0 Data transmission
speed achieved

Rate of lowest 5%

Kbit/s achieved

observations

7.0 Unsuccessful data
transmission ratio

%

%

observations

8.0 Delay

Mean time

seconds

observations




Consumer Complaints Reporting
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' Parameter

1 statistic

~ Comment

Number of complaints received

Number of complaints related to billing

Number of complaints related to rates

Number of complaints related to quality of service

Number of complaints resolved

Number of complaints related to billing

Number of complaints related to rates

Number of complaints related to quality of service

Number of complaints rejected

Number of complaints related to billing

Number of complaints related to rates

Number of complaints related to quality of service

ocjojojojojo]ojojo]lololo

Number of complaints where the licensee fully or
partially satisfied grievances of complainants

o

Number of roaming billing complaints

o

Amount of refunds given due to roaming complaints

Number of roaming complaints while customer is still
local

Total value of complaints where reimbursement were
claimed

Total value of complaints where compensation were
claimed

Total value of complaints where credits or similar actions
or facilities were claimed

Total value of reimbursements

Total value of compensations

Total value of credits or similar actions or facilities

ojojolo

Total value of actual monetary reimbursement or
compensation




Marketing Text Monitoring Number (#) |[Comments

Number of complaints
received (submit copies of all 0
complaints received)

Number of customers who
have opted out of receiving 0
operator marketing texts






