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. World Map: A Growing Digital Divide in the Internet of Everything?
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Fixed broadband access, technology market share, by region, Q2 2015

Technology Market Share

Technology market share by region

Q22015
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Mobila connactions (in billions)

Countries with access to network

Mobile Broadband Network Deployment Trends
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July 2015: 422 operators had launched
commercial LTE services in 143
countries, 460 operators are expected
to have launched LTE networks by end
2015.
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*Sources: GSMA Intelligence, “Understanding 5G: Perspectives on future
technological advancements in mobile”, December 2014.
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) ] Which Regulations Shaped the ICT
Maturity of Regulation, Europe Sector from 2006 to 20132
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Source: ITU’s Trends in Telecommunication Regulatory Reform Report, 2015.
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15&p 182 Consumer Protection and QoS

GSR-14 Best practice guidelines on consumer protection
in a digital world

Quality of service and consumer experience: A series of measures can be taken to ensure
consumers have easy and reliable access to ICT services as well as web content, such as,
developing and regularly reviewing minimum quality of service standards and
specifications of new technologies and services; monitoring network service providers;
regularly assessing telecom/ICT services quality and publishing the results.

Consumers should thus be able to understand the nature of the services, including prices
and how they are calculated, and the quality of service provided, in addition to their own
rights and responsibilities.

GSR-13 Best practice guidelines on the evolving roles of both regulation and the regulators
in a digital environment

Empowering consumers to make informed decisions through the development of online
tools to check speed, quality of service and price of access is another measure regulators
may take to foster competition.

...ensure a sufficient level of quality of service to the user (in particular for communication
services that are sensitive to time delay.

GSR14

BEST PRACTICE GUIDELINES ON

CONSUMER PROTECTION

na DIGITAL WORLD
Rogulsing the evecchuaging ICTsects i - airing ot s moving targe

_g% N

www.itu.int/gsr14

GSR13.....

E EVOLVING ROLES o rwru
neuum' ou .»m THE REGULATORS IN A DIGITAL
ENVIRONMENT

www.itu.int/gsrl3



' Egm=, Net neutrality in the EU

No blocking
or throttlmg

Every European must have access to the open Internet

All Internet traffic will be treated equally

EC public consultation on the needs for Internet speed and quality
beyond 2020
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Enforce,
Report as
required

= QoS Regulation is part of consumer protection

= Main purposes of QoS regulation are [ITU-T Supp. 9 of E.800 Series]:

Helping customers be aware of the Quality of service provided by Telecom
Operators/ ISPs through networks (mobile & fixed), so that to make their own
choices

Checking claims by operators

Understanding the state of the market

Maintaining / improving the QoS in presence of competition
Maintaining / improving the QoS in absence of competition
Helping operators to achieve fair competition; and

Making interconnected networks work well together



Standards

* Standards

e.g. ITU, ETSI,
National Standards,
Industry Standards,
Other
standardization
bodies

License

Regulation

* License

condition
e.g. India, Pakistan,

* Regulation
e.g. India, Malaysia,
Pakistan, Singapore,
Tanzania

* Industry

guidelines
e.g. Australia

KPI

Measurement
Techniques

e Technical

e.g. Call drop, call

success rate,

connection speed,

SMS quality

e Customer

focused
e.g. Billing
accuracy, fault

e Guideline

e.g.
Measurement
methods

Quality of Service Regulatory Framework

d

Monitoring

Survey

* Technical
e.g. Network
auditing, drive
tests

* Customer

survey
e.g. Network
auditing, drive
tests

* Regulatory

notice
e.g. Website, Press
release, Directive

e Publication
e.g. Website,
newspaper

* Penalty

* Dispute



Element in Regulator’s Approach to QoS

Obtaining appropriate information on the level of QoS and identifying the problem
areas

Appropriate Essential for undertaken other elements

Information

Publishing information on QoS performance so that customers can be better
Publishing informed
Information

Imposing regulations on performance such as required minimum levels
Fines or compensation

Regulation
Imposing

Undertaking a constructive dialogue with the operator concerned to encourage and
COnstructive foster fmprovemenfs

R o N

Dialogue

Source: Supplement 9 of ITU-T Rec. E.800



1 B Reporting and Monitoring Tools

= Reports of QoS submitted Monthly or Quarterly by Telecom Operators to the Regulatory Authority
= QoS Monitoring tools for auditing the QoS

. Penalties and Disincentives

u Independent customer survey and their publication

. Online test of Internet connection

Canadian Radlo-television SIGNUP ABOUT - ‘ FAQ ‘ CONTACT US RTR-NetTest
and Telecommunications
Commission The RTR-NetTest informs users about the current service quality (including upload, download, ping, signal strength) of their

Internet connection. In addition, a map view and statistics of previous tests can be accessed.

Privacy Policy and Terms of Use

MEASURE YOUR BROADBAND ACCURATELY.

Join our Canadian campaign...

Sign up with us today to accurately
measure your broadband performance

Start RTR-NetTest

L)
X/

App and Browser Test Statistics
Download i05 or Android App or conduct the browser Statistics on the test results
test.
Sign up for a free Whitebox to accurately measure your broadband performance.
JOIN TODAY
¥

The Canadian Radio-television and wnications Ct ission (CRTC) and SamKnows have established the 'Measuring Broadband Y ﬁ

Canada’ program in order to provide Canadian citizens with reliable and accurate data concerning broadband provision across the country

Anyone who would like to be part of this project just needs to sign up. It might be worth reading the reguirements before doing so just to N

! o Map view Help
make sure you're eligible to join!
©On signing up, volunteers will receive a purpose- built broadband measurement unit, also known as a SamKnows Whitebox. The Whitebox Map with test results Detailled background information

is easy to install; ance it has been plugged into the existing modem / router then it is good to go. Volunteers will also be able to see their
own data from their broadband connection using a purpose-built SamKnows dashboard.

Please note, not everyone who registers will necessarily receive a SamKnows Whitebox. We do want to thank everyone for signing up and
for working together to meke Canadian breadband better!

https://www.measuringbroadbandcanada.com/about https://www.netztest.at/en/



1865
15 2015  Who’s in Charge of QoS Standards Setting and

monitoring?

Quality of service standards setting, 2014
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Mot regulated
I If morethan one entity or another body is involved in this function, please edgplain
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Who is Subject to QoS Monitoring?

QoS monitoring required in 92% of the countries worldwide

Cperator/service providers subjectto quality of service monitonng, 2014

bt bl il

Africa Arab States Asia & Pacific Cls Europe The Americas

Percentage of res. ..
&
]

B |ncumbent
Mobile cellular operators
I Dominant or Significant Market Power (SMP) operatons)
Bl Universal ServicalAccess operstons)
Any operator with 3 network but not 5 service provider without & network (for example, a moebile virual network operator or & calling card service provider)
I Any opsrator or SEMvice provider
Crthezr

Source: ITU ICT-Eye: http://www.itu.int/icteye
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Which Services are Subject to QoS

Monitoring?

Fercentage of responses

I Fixedwireline
Fixedwireless
B Hobile

Source: ITU ICT-Eye: http://

Zervices subjectto quality of service monitoring, 2014

Africa Arab States Asia &Pacific Cl= Europe The Americas
I Dial-up internet access Internetinterconnection WM Pay phones Other
Broadband internetaccess WM Leased lines B & reqgulated services

B Tclephony interconnection

www.itu.int/icteye

17


http://www.itu.int/icteye
http://www.itu.int/icteye
http://www.itu.int/icteye
http://www.itu.int/icteye

15

1869
2015

Regulatory and Market Environment

YOUAREHERE HOME >ITU-D  >REGULATORY & MARKET ENVIRONMENT

Trends Special

Trends in Telecommunication Reform 2015

‘Gating ready for the digital econamy New

More information available in Press release.

f=1 ¥ s
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ICTHF

&SR
Since ts launch in 2000, the annual Global Sympesium
for Regulators (GSR) provides 3 unique venue for
reguistors and poficy-makers from both deweloped and
developing countries to meat and exchangs wiews and
‘experiences. The mesting fosters an open dislogue
betwaen raguiators and industry.

+ GSR15: Mind the Digital Gap - Regulatory incentives
to ashieve digital opportunities, §-11 June 2015,
Libreville, Gabon

- GSR14: Capitalizing on the potentisl of the digital
worid, 3-5 June2014, Manama, Bahrain

+ GSRs Best Practice Guidelines and documants

ONLINE TOOLS
We have designed =nd are constantly enhancing 2 sanes
of resource and collsborative platfiorms for regulatars,
policy makers and the broader audiznce.

- KCTEye

+ ICT Regulation Taalkit

+ ICT Regulatory Tracker

+ MU ICT Reguistory Decisions Clearinghouse, ICTdes

PUBLICATIONS & STUDIES

We produce a number of flagship reports mcluding Trends
in Telecommunication Reform focusing on best practics
regulation to enable ubiquitous broadband markets. to
thrive. Various thematie studies provide waluable
viewpoints and strategies on mukiple issues that sfiect
reguiation and economics in & converged broadband
workd

+ Trends in Telecommunication Reform Series
« ITU Broadband Thematic Reports Series
- Publications on Economics & Finance

- Other publications

SURVEYS
In order to buikd 2n sxtensive knowledge ase, inform
analysis, and faciliate decision making. we conduct
annual surveys on the most pressing issues in the area of
ICT policy, regulation and finance.

+ ITU TelecommunicationIC'T Regulatory Survey

+ ITU Tariff Policies Survey

s QOO0

Sroaduand Mapging
Mews beoadband

Eroadband Thematic Reparts
Case studies

GSRs and Best Practice Guidefines

Broadband Commission for Digital Development
Broadband Commission Reports

Understanding patents. competiton and
standardization

HIGHLIGHTS

ICTEYE

Links.

ITU Regional Ecenomic and Financial Forum of
Telecommunications/ICTs for Africa and mesting
of the ITU-T SGIRG-AFR Group

Abidjan, Céte d'lvoire

18-18 January 2018

ITU Regional Economic and Financial Forum of
Telecommunications/ICTs for Arab Gountries and
meeting of the ITU-T SG3RG-ARE Group
Mlznamz, Bzhrzin

28 November 2015

ITU-BOT Arab Regional Workshop on Mabie
Roaming: National & Intemational Practices
Khartoum, Sudan

27-28 October 2015

ITU Regional Economic and Financial Forum of
Telecommunications/ICTs for Asia and Pacific
‘and mesting of the ITU-T SGIRG-AQ Group

Kusla Lumpur, Malaysia

ITU/BDT Regulatory Activities

Global Symposium for Regulators
(GSR-16)

Trends in Telecommunication Reform
2015

*  Why Competition Matters and How to Foster It in the Dynamic ICT Sector
*  Consumer protection in the online world

*  New frontiers in spectrum licensing

*  Big Data - Opportunity or Threat?

*  The economic influence of data and their impact on business models

*  Monitoring the Implementation of Broadband Plans and Strategies

Broadband Thematic reports
Publications on economic and Finance

www.itu.int/treg



