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Executive Summary
0.1. This report documents the proceedings of the 30th meeting of the Quality of Service Development Group (QSDG) and Future Work of the QSDG group. This meeting was kindly hosted by the Ghana Chamber of Telecommunications in cooperation with Southern Africa Telecommunications Association (SATA), held in Accra Ghana from 16th to 20th of September 2013. 
0.2. The 30th QSDG meeting was chaired by QSDG Chairperson, Ms. Yvonne UMUTONI.
0.3. During this meeting, two days were dedicated to a workshop on reviewing the “Guidelines on minimum quality of service standards for communication services” for Africa.
0.4. This meeting was attended by 113 delegates from 19 countries while the contributions received are thirty six (36). 
0.5. Hon. Minister of Communications Ghana Dr. Edward Omane Boamah, the Chief Guest, opened the meeting on 16th of September, 2013.
0.6. Mr. Kwaku Addo Sakyi-Addo, the CEO of Ghana Chamber of Telecommunications closed the meeting on 20th of September, 2013. 
0.7. Proceedings and outcomes of the meeting are documented in the following chapters.
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1. [bookmark: _Toc370982809]Introduction 
1.1. The 30th meeting of the Quality of Service Development Group (QSDG) was held in Accra, Ghana hosted by Ghana Chamber of Telecommunications in cooperation with Southern Africa Telecommunications Association (SATA) from 16th – 20th of September, 2013 at the La-Palm Royal Beach Hotel. The Workshop on reviewing the “Guidelines on minimum quality of service standards for communication services” for Africa followed the meeting. This meeting was chaired by Ms. Yvonne UMUTONI, the QSDG chairperson. 

1.2. During the Opening Ceremony, the Chief Guest, Hon. Minister of Communications Dr. Edward Omane Boamah thanked the Ghana Chamber of Telecommunications in collaborating with SATA to host this meeting, in the spirit of Resolution 59 of the WTSA-12, in order to help bridge the standardisation gap by “Enhancing participation of telecommunication operators from developing countries”. Furthermore,   he requested QSDG as per WTSA12 Resolution 40 to identify regulatory aspects of QoS and further contribute to standards that may improve the quality of the international service.
1.3. This report presents the meeting proceedings, workshop and future work of the group.
2. [bookmark: _Toc370982810]OPENING OF THE MEETING
2.1. Welcoming remarks by Mr. Kwaku Addo Sakyi-Addo, Chief Executive Officer of Ghana Chamber of Telecommunications.
Mr. Kwaku Addo Sakyi-Addo, Chief Executive Officer of Ghana Chamber of Telecommunications welcomed the delegates and highlighted the importance of hosting the ITU Quality of Service meeting in Ghana, Africa. He recognized the importance of the work that QSDG does as technical and regulatory specialists – comprising regulators and operators, academics and consultants, equipment vendors and device manufacturers. This meeting will evolve the knowledge in the QoS of telecom industry.
2.2. Speech of Chief Guest, Honourable Minister of Communications, Dr. Edward Omane Boamah
Minister of Communications, Hon. Dr. Edward Omane Boamah, welcomed all delegates to Ghana in the 30th ITU-T SG12 QSDG meeting. He thanked the Ghana Chamber of Telecommunications in collaborating with the National Communications Authority and Southern Africa Telecommunication Association to host this meeting in the spirit of Resolution 59 of the WTSA-12 in order to help bridge the standardisation gap by “Enhancing participation of telecommunication operators from developing countries”. 

The Guest of Honour informed delegates that in Ghana, the enforcement measures have improved the interconnect route among the Operators with about 80% utilization of available capacity to handle traffic spikes and overflows in cases of emergencies.  Additionally, the industry average on Call Setup Time has improved from 11.44 seconds in 2010 to 9.5seconds in 2012. The industry average on Call Congestion has improved from 6% in 2010 to 0.2% in 2012. The industry average on Call Drop rate has improved from 4% in 2010 to 0.89% in 2012. Airtel who in 2011 was among the worst offenders in quality delivery has expanded to improve their network and currently among the top two. Vodafone has improved and for fifteen months between 2012 and 2013 went on without failing a single parameter in all regions of Ghana.   
Furthermore, the Guest of Honour mentioned that today, the quality of international telephony remains a challenge without regulatory obligations. Consequently, he requested QSDG as per WTSA12 Resolution 40 to study and identify regulatory aspects of QoS and further contribute to standards that may improve the quality of the international service.
2.3.  Statements/ Remarks by  Ms. Yvonne UMUTONI, QSDG Chairperson
[bookmark: OLE_LINK6]Ms. Yvonne UMUTONI, QSDG Chairperson thanked the Ghana Chamber of Telecommunications and SATA for hosting the meeting.  She also expressed gratitude to the sponsors of the 30th QSDG meeting such as ASCOM, Global Voice Group (GVG) S.A. and Promobile. Furthermore, the QSDG Chairperson noted that enhancing QoS in all aspects of the telecommunications sector is the main objective of this meeting. In addition, she informed delegates that two days of the meeting are dedicated to a workshop on reviewing the “Guidelines on minimum quality of service standards for communication services” for Africa.
2.4. Statements/ Remarks by Mr. Jacob Munodawafa, SATA Executive Secretary 
Mr. Jacob Munodawafa, Southern Africa Telecommunications Association (SATA) Executive Secretary and Vice Chairperson of QSDG, welcomed delegates and highlighted the importance of hosting QSDG events in Africa. He said that SATA is encouraging African participation & development of expertise in the QoS of telecom/ICT industry, by bringing QSDG meetings in Africa.  Additionally, He gave a short-lived overview of SATA.
2.5. Statements/ Remarks by Mr. Albert Enninful, Deputy Director General of the National Communications Authority (NCA)
Mr. Albert Enninful, Deputy Director General of the National Communications Authority (NCA) welcomed delegates in Ghana. He highlighted that the NCA, in its mandate to ensure consumer protection as well as enforcement of compliance to licence obligations has been compelled to invoke penalties on the service providers as well as insist on compensation measures in response to public outcry to deteriorating quality of service and quality of experience.

3. [bookmark: _Toc370982811]Agreement of Agenda
The agenda for the meeting was presented to the delegates and was agreed upon. The agenda can be found in Annex 1 while the list of contributions is in Annex 2. 
 
4. [bookmark: _Toc370982812]Working Arrangements for the 2012 Meeting
The delegates were provided with detailed logistical information which was greatly appreciated. The QSDG Chairperson outlined the schedule to accommodate the various meeting agenda items. This year, there were 113 participants and 36 contributions were discussed. Contributions can be downloaded from QSDG website: http://www.itu.int/en/ITU-T/studygroups/2013-2016/12/Pages/QSDG.aspx.  
5. [bookmark: _Toc370982813]Review of Recent Activity

5.1. [QSDG 30/13 – 24]: “Background of QSDG Recent Activities” from Yvonne UMUTONI, QSDG Chairperson.  
During the presentation, QSDG Chairperson gave a brief background on QSDG recent activities; she informed participants that during the last QSDG meeting, an adhoc committee was formed so as to work on “Transforming NOC by building in Quality of Service Management”. The working group was formed by Mr. Ron Miguel of Telkom South Africa, John Kimble of SATA, Luis Cardoso of LSCTeam, Daniel Waturu of CCK, Thomas Senaji, Independent Consultant and Mr. Martin Obuya of ATOM. She continued by expressing gratitude to members of the “adhoc committee” for working hardly; and informed participants that contributions on this work can be found in QSDG 30/13 – 06, 07 and 08.
QSDG Chairperson informed also participants that QSDG has received an incoming liaison [QSDG 30/13 – 22] from the ITU –T SG12 Question 2/12. The incoming liaison informs QSDG that the ITU-T SG12 Question 2/12 has launched a formal revision process of the ITU-T Recommendation G.1000 as it has been requested by QSDG in the outgoing liaison [QSDG 30/13 – 21] submitted by the QSDG Chairperson. The Rapporteur of this question ensured QSDG that Question 2/12 will keep QSDG updated on the progress of the G.1000 revision.
In addition, the QSDG Chairperson informed delegates that ITU-T SG12 has given QSDG another term of reference to be “ITU-T SG12 liaison to Workshops, Seminars”. She continued by saying that: “A round table on this topic is planned so as to study and make a work plan of this activity”.
5.2. Afterwards, the Chairperson invited Mr. Luis Cardoso, the CEO of LSCTeam and QSDG Advisor to brief meeting attendees on the recent activities of FIINA, the QSDG partner. 
Mr. Luis Cardoso said that “FIINA is an organization created in 1987 representing international telecommunications carriers and mobile operators in their right to protect themselves, their services and customers against intrusion, abuse and other illegal activities such as theft of service and billing fraud”. The last meeting of FIINA was conducted in Mauritius November, 2012 while the next FIINA meeting will be held in Uruguay, November 2013. The report on FIINA Activities can be found in the [QSDG 30/13 – 31]. 
5.3. [QSDG 30/13 – 27] contribution was presented by Eng. Kimbe John Saidi, SATA. 
Eng. Kimbe John Saidi of SATA said that in partnership with QSDG, SATA encourages and supports African participation and development of expertise in QoS Programs and Management. During the presentation,  Eng. Kimbe John Saidi focussed more on outcomes of the 7th African Service and Network Operations (SNO) Workshop that took place from 23rd – 26th July 2013 in Windhoek, Namibia under the auspices of Telecom Namibia ( a member of SATA). This year’s ITU-T SNO meeting will be held in Ezulwini, Swaziland from 21st – 24th October 2013 while the 8th African SNO will be hosted by Tanzania Telecommunications Company Limited (TTCL) from 22nd – 25th July 2014. 
6. [bookmark: _Toc370982814]Reliability, Availability of Networks and Services
Three documents [QSDG30/13 – 08, 07 and 06] on “Transforming NOC by building in Quality of Service Management” were discussed through a round table during our meeting. 
[bookmark: OLE_LINK1][bookmark: OLE_LINK2][QSDG30/13 – 07] was contributed by John Kimble of SATA while [QSDG30/13 – 06] was submitted by Ron Miguel of Telkom South Africa. However during the meeting, the background and progress of the work done so far by the ad-hoc group were given by Luis Cardoso, LSCTeam in [QSDG30/13 – 08] contribution.  
Luis Cardoso stated that: “During the 29th QSDG meeting, Nairobi 2012, an ad-hoc group was appointed to work on the framework for the future developments of Network Operators Centers”. This ad-hoc group was formed by Ron Miguel of Telkom South Africa, John Kimble of SATA, Luis Cardoso of LSCTeam, Daniel Waturu of CCK, Thomas Senaji, Independent Consultant and Martin Obuya of ATOM.
Furthermore, [QSDG 30/13 – 08] contribution highlighted challenges and key drivers behind the Network Operation Center (NOC) to Service Operations Center (SOC) transition. 

The Key drivers of NOC to SOC noted during the meeting are: 
· Increasing competition: Quality of service is a means of differentiation for CSPs, beyond price and features, to reduce churn and exploit opportunities for boosting ARPU, such as upselling new services to existing customers. 
· Customers’ expectations are rising: CSPs must improve the quality and breadth of services to satisfy and delight their customers. 
· Growing demand for data services (and the shift toward all-IP networks) means that operational processes must account for the far greater complexity of managing quality of service across multiple network elements and a growing number of IT systems. 
· Shrinking margins are forcing CSPs to improve operational efficiency by prioritizing maintenance and remedial actions based on customer experiences rather than network alarms.
 
   In addition, the Key SOC functions are:
· The SOC collects real-time data flows from network elements, correlates the data based on rules and service models to calculate key quality indicators (KQIs) and identifies the root cause and location of problems that are directly affecting services. 
· To be most effective, the SOC should also collect information from other sources (e.g., the call center [customer complaints], marketing [promotional activity], customer satisfaction surveys, etc). 
· The SOC is then better equipped to help assign priorities to fixes, prevent problems from recurring and feeding information back to these departments to improve the overall customer experience.
[QSDG 30/13 – 08] contribution made a clear comparison of SOC and NOC in table 1:

Table 1: Comparison of SOC and NOC

[image: ]

Way Forward: It was recommended that the future work of this document will be done on [QSDG 30/13 – 06] contribution submitted by Ron Miguel of Telkom South Africa and the last copy of this work will be sent to the ITU-T SG12 meeting scheduled in December, 2013 as draft ITU-T Recommendation.

7. [bookmark: _Toc370982815]Impact of 3G, 4G, and Smart Phones on QoS/QoE of Mobile services
[QSDG 30/13 – 10]:  “2020: Beyond 4G Radio Evolution for the Gigabit Experience” White Paper from Nokia Siemens Networks. This contribution was presented by Luis Cardoso, LSCTeam. This contribution describes how the underlying radio access technologies will develop further by another factor of 100 over the next 10 years, ensuring that there is no slowdown in the evolution of radio capabilities. 
The air interface is the foundation of all wireless communication infrastructures. The properties and interoperability of different air-interfaces, physical layer, protocol layer, retransmission, critically affect the Quality of Service (QoS), spectral efficiency, energy efficiency, robustness and flexibility of the entire radio system. The evolution of the air interface will be driven by small cell dominated architectures. Consequently, relevant aspects, such as propagation and interference conditions need to be developed carefully.
This contribution concludes that: 
· Radio access technologies need significant advancements to meet the capacity and cost requirements predicted for 2020. There is a need of preparing to support a thousand-fold traffic increase from today with constant cost structure.
· Technology mix to address this challenge will be a combination of a large number of small base stations, extensive use of advanced antenna technologies, self-organizing networks enhanced with cognitive radio network, wideband radios and wide use of available fiber optics networks for the backhaul and front-haul.
8. [bookmark: _Toc370982816]Impact of Fraud, Security, and Revenue Assurance on QoS and Business Performance

8.1.  [QSDG 30/13 – 12]: “Impact of Fraud, Security and Revenue Assurance on QoS and Business Performance” from Mr. Bowker Graeme, Global Voice Group S.A.

This contribution highlighted that the poor quality of service impacts Telecoms Revenues, the image of Service Providers and affects the whole economy of a country. Independent tools should be put in place to monitor and regulate compliance with service level agreements on all networks, compare and benchmark Service Providers. 

Mr. Bowker Graeme also explained the meaning of the by-pass fraud in the context of international telecommunications as follows. The by-pass fraud is the fraudulent commercial use of gateways to terminate international calls as local ones on the networks of local operators in a destination country.
Country of origin
Destination country


[image: ]
Figure 1: Example of a by-pass fraud 

It was also highlighted how the fraudulent activities do raise many security issues for governments, telecom companies (QoS) and consumers (QoE) such as SIM Registration; Counterfeit, lost, stolen phones. 

It was concluded that the means to fight against fraud and mitigate its impact on QoS, business performance and security should be implemented at different levels:
· Individual: by each stakeholder
· National: by governments and regulatory authorities
· Regional: through cooperation between different countries in the same region – Operator benchmarking

A sound approach to QoS improvement, security strengthening and fraud mitigation combines a regulatory framework in line with the new ICTs, a greater cooperation between all the legitimate stakeholders and a set of tools adapted to the new telecom environment.
8.2.  [QSDG 30/13 – 09]: “Security in M2M communications: the role of Telecommunications Operators” from Luis Cardoso, LSCTeam.

This contribution was discussed through a round table during the meeting. The contribution stated that Machine-to-Machine means no human intervention whilst devices are communicating end-to-end. This assumes some fundamental M2M system characteristics as follows: support of a huge amount of nodes & sending small data each, mission-critical data provision, autonomous operation, self-organization, Power efficiency, Reliability etc. 

It was noted that the: 
· M2M global vision is to network everything and that Internet of things increases the need for M2M security. 
· M2M system should be secure enough as the security is a prerequisite for customer intimacy.
Telecommunication Operators have opportunities & tools so as to secure M2M customers’ applications as follows: 
· Monitor connections using keep-alive messages
· Correlate location data with e.g. GPS tracking
· Leverage on existing trust provisioning chain (SIM) to deploy applicative security credentials
· Enable applications to leverage on deployed authentication and identification infrastructures
· Use OTA remote management for secure deployment of applications, firmware upgrades, etc.

At international level, an ITU Focus Group on M2M service layer was created during TSAG meeting (January 2012) and started in April 2012. This focus group initially focussed on services and applications for e-health.
It was concluded that security is about prevention, not cure. This means:
· Number of attacks on M2M systems will increase, therefore secure communication design is the insurance.
· M2M operators should educate M2M customers about security risks, as their reputation is at stake.
· M2M device suppliers should raise cost of attacks by simple and cost effective measures
· M2M application owners should use existing expertise and proper consulting 

9. [bookmark: _Toc370982817]network performance, QoS & QoE Monitoring and Requirements of telecom/ict networks

9.1.  [QSDG 30/13 – 13]: “Telecommunications Regulatory Authority (TRA) Bahrain Experience on Monitoring Quality of Service” from Eric Dunand TRA Bahrain.
This contribution explains in detail the background and experience on monitoring the quality of service of Fixed Broadband networks and Mobile networks in Bahrain. In order to achieve its objective of developing the Kingdom of Bahrain as the region’s most modern communications hub, TRA started successful QoS initiatives in 2008 (based on key markets segments, namely Mobile, Broadband Internet and Internet Ecosystem) such as “conducting the QoS public consultation in May 2008” and “publishing the QoS Regulation in September 2008”. 
TRA external measurements can be categorized in two broads’ types: 
a) Nationwide QoS audit usually performed once a year to get a representative snapshot at the time of the audit within representative areas allowing comparison year on year on QoS performance evolution. This countrywide QoS audit focuses on the QoS of Mobile services such as:
· Voice
· SMS 
· Data (file transfer, web surfing, Video streaming, ping/latency)
·  Video streaming 

b) Continuous QoS measurements 24/7/365, on an hourly basis that provides a very good granular visibility evolution over time of the QoS provided over a limited number of locations. TRA measures the QoS of Fixed Broadband continuously. Tests on fixed broadband covers: 
· FTP Upload/Download, 
· HTTP Cached / non Cached,
· Echo reply (Ping) and 
· DNS resolution time
9.2.  [QSDG 30/13 – 05][footnoteRef:1] contribution: Contributions to the Debate on the Quality of Service Regulation of Mobile Internet Access.  [1:  http://www.gsma.com/latinamerica/wp-content/uploads/2013/05/GSMA-LA-Position-Paper-Calidad-de-Servicio-FINAL-ENG.pdf] 

This contribution from GSMA was submitted for information to delegates.  This document focuses on QoS Regulation of Mobile Internet Access and contributes more to the debate on QoS issues in mobile internet access services. 
9.3. [QSDG 30/13 – 33]: ASCOM Contribution on compliance in presenting QoS/QoE in benchmarking analysis.
This contribution was presented by Mohammad Faisal from ASCOM.  However, main recommended metrics in line with QoE, QoS and Network Performance (KPI) categories, adopted for benchmarking the voice and data (FTP, HTTP, SMS, MMS and streaming) services, were explained during the presentation. 
This document also emphasised the statistics’ impact on benchmarking cost and quality.  The most used benchmarking statistics are: 
· Average and standard deviation values and their 95% Confidence Interval (CI); 
· Min, Max values 
· Probability Distribution function (PDF) of the values along the quality or time or space scales of the analysed QoE/QoS/KPI (pdf or histogram); 
· Cumulative Distribution Function (CDF) and the frequency of occurrence of an expected (a-priori defined) QoE/QoS/KPI quality level and/or the probability of exceeding a certain a-prior defined quality threshold 
The statistical efficiency gains were presented as well:
· Successive tests: Know the difference between significant and insignificant changes. 
· Wasted efforts: reduce unnecessary drive testing and eliminate re-drives due to insufficient data. 
· Avoid incorrect conclusions: make sure that operational decisions are based upon sound data. 
Figure 2 gives a clear view on benchmarking scoring’s levels:

	[image: ]


Figure 2[footnoteRef:2]: A view on benchmarking scoring’s levels [2:  In alignment with ETSI TS 102-250-2] 

Although, benchmarking is mainly adopted by regulators, but also telecom operators should use the benchmarking tool and metrics in order to rank their network with their competitors’ network. From telecom operators’ point of view, benchmarking is used as a way of increasing their efficiency compared to their competitors. 

An example from top management view was stated as follows:“My Network better than Competitors at 95% confidence level? (Voice service QoE and data service QoS)”.
On the other side, from an engineering point of view, it was stated that: “Beyond average quality comparison (voice service). Assumptions: 95% confidence level and same number of calls per network”.
9.4. [QSDG 30/13 – 11, 34 and 36] contributions from ASCOM: “Product Overview, System architecture, TEMS Symphony enhanced capabilities and on the road”.
These contributions focussed more on ASCOM products which can be used by Telecom Operators or Regulators in testing, measuring, benchmarking, monitoring, analysing and reporting of the quality of service, quality of experience and network performance of mobile networks. The mentioned products produced by ASCOM are the following: TEMS Discovery, TEMS Investigation, TEMS Pocket, TEMS Automatic, TEMS Monitor Master, TEMS SYMPHONY, and so on.
9.5. [QSDG 30/13 – 18] contribution: “QoS Tracker, Cutting Edge Quality of Service Monitoring Solution” from Global Voice Group S.A.
During the presentation, the QoS Tracker solution was explained: 
· As an innovative web-based platform designed to address the needs of the regulator in terms of QoS. 
· Goes beyond QoS monitoring to include the QoE of the subscribers themselves. 
· Approach based on the concept of crowdsourcing: the subscribers contribute data related to their own experience through a downloadable Android app. 
In addition, some parameters of QoS and QoE of voice and data services were underlined, such as FTP Download metrics and so on.
9.6. [QSDG 30/13 – 29]: ITU-T Recommendation Y. 1545: “Roadmap of quality of service of interconnected networks using Internet protocol”, contributed by QSDG Chairperson.
This new ITU-T recommendation was contributed for information purposes.  
10. [bookmark: _Toc370982818]How Subscriber Registration, Counterfeit Phones and Social Media Services affect QoS/QoE
[QSDG 30/13 – 28]: contribution from Fred. Opoku-Asare, Ghana Chamber of Telecoms.
The presentation started by introducing the QoE and QoS definitions referred to ITU-T recommendations E.800 and P.10/G.100. 
This contribution focussed more on the following key points: effects of Social media services, subscriber registration and counterfeit Phones on QoS/QoE. 
10.1. On effects of Social media services (Facebook, YouTube, Skype, LinkedIn, Whatsup, Twitter) on QoS/QoE, it was concluded that: Operators need to pay attention to the data resources requirements for social media activities. Social media service usage will increase with the growing demand for smart device. 
 
10.2. On the side of subscriber registration’s effect on QoS/QoE, it was noted that:
· The biometric registration system should be adopted by countries so as to avoid the situation where fake national IDs can be used by many users in order to get the full benefit of security and accurate subscriber information.
· Public education on mobile number portability to make subscribers aware of the charges, changes in Service Level Agreement that comes with the change of network operators.

10.3. Lastly, on the effect of counterfeit Phones on QoS/QoE, it was concluded that all stakeholders (regulators, vendors, operators, consumers, etc) should:
· Create public awareness on the performance limitation and health implications associated with the use of these devices
· Be engage in a debate on dealing with the menace of counterfeit devices on the telecom industry as this requires a collective effort of all stakeholders 
· Push for legislation in order to stop counterfeit devices in Africa.
11. [bookmark: _Toc370982819]Customer Satisfaction issues

11.1. [QSDG 30/13 – 26]: Customer Satisfaction Issues from Ibrahim K. Bbossa, UCC. 
This contribution introduced the UN guidelines for Consumer Protection which expressed principles that should guide socially responsible practices regarding consumers. Main customer issues were highlighted during this presentation as follows:
· Issue 1: Fair marketing, information and contractual practices
· Issue 2: Protecting consumers’ health and safety
· Issue 3: Sustainable consumption
· Issue 4: Consumer service, support & dispute resolution
· Issue 5: Consumer data protection and privacy
· Issue 6: Education and awareness
The contribution stated also the three standards from ISO which provide a systematic approach to customer complaints prevention & handling and dispute resolution:
· ISO 10001, Quality management — Customer satisfaction — Guidelines for codes of conduct for organizations
· ISO 10002, Quality management — Customer satisfaction — Guidelines for complaints handling in organizations
· ISO 10003, Quality management — Customer satisfaction — Guidelines for dispute resolution external to organizations

11.2. [QSDG 30/13 – 17]: “Network infrastructure sharing a new paradigm: implication on QoS” from Raymond Folley, Airtel Ghana.
This contribution introduced the implication of Network infrastructure sharing on the quality of service. The contribution stated that “Achieving the desired QoS in multi-operator shared environments comes with technical challenges with regards to network planning, optimization and expansion”. As an example, inappropriate antenna height due to tower sharing could be a potential threat to meeting QoS obligations. 
For an optimum coverage, the base station antenna has to be optimally located on the tower. However, variations in antenna height beyond or below the optimal height will cause some locations within the cell to have received power below threshold. These variations in power indicate the challenges antenna height variations pose in cellular system design, because they affect cell coverage and other QoS requirements. As result, achieving optimum required height for all operators on a shared tower remains a major challenge, if not impossible, in a shared environment
The question which needed an answer was: “How do we achieve Quality of service in an unbalanced Game of sharing infrastructure”?
The presentation concluded that “Efficient infrastructure deployment and management”, “Active Regulatory participation” and “fair sharing pricing model” could lead to customer satisfaction. 
11.3. [QSDG 30/13 – 32]: “ProMobile Ghana Presentation” presented by Daniel Antwi, ProMobile Ghana.
This contribution focussed on the main role of the solution of ProMobile Ghana. It was stated that the ProMobile focus is to introduce paperless solution Applications in digitalizing the traditional paper based processes in all organizations in Ghana and across Africa. It was also mentioned that an effective and user-friendly way of handling customer complaints, thus resulting in great Customer Satisfaction & Customer Experience.
The ProMobile Ghana solution has a CMS portal for customers and service providers providing the visibility and access to the cases for the customers. The service providers will have to update the specified related information related to the case handled for the respective customer. A world class CMS that can be customized as per Regulators business processes and workflow.
The benefits of this solution on implementation of the complaints management system, regulators will be able to record and track all customer complaints within an automated system. It will be easier for them to track and handle complaints, which in turn results in more satisfied customers and faster complaint resolutions.
12. [bookmark: _Toc370982820]APPROACHES to be adopted to conduct ITU Workshops and Seminars on Quality of Service around the world
[QSDG 30/13 – 30] contribution was presented by QSDG chairperson through a round table. The main purpose of this contribution was to request meeting attendees to brainstorm on “approaches to be followed by QSDG so as to conduct workshops, seminars or forums on QoS around the world” and come up with recommendations to be followed by QSDG group in upcoming years on this subject.
The discussions focussed more on the following questions:
· Where to conduct those workshops / seminars / forums?
· When can we conduct those workshops / seminars / forums?
· What are the topics appropriate for workshops / seminars / forums?
During the round table discussion, the QSDG Chairperson highlighted the two approaches which can be utilised in order to perfectly prepare and conduct those QSDG workshop, seminars or forums events:
a) First Approach: QSDG can approach regional organisation Head Offices in different continents (such as WATRA, SATA, EACO in Africa; ETNO, ETSI… in Europe, in Asia, Latino America and Northern America) inform them that ITU would like to conduct workshop/seminar/forum on Quality of Service issues in cooperation with them.
b) Second Approach: QSDG can approach the ITU Regional for America, ITU Regional for Africa, ITU Regional for Asia & Pacific and ITU Regional for CIS (Commonwealth of Independent States) and request them an assistance so as to conduct a QSDG event in their respective region.
Way Forward: After a long discussion on this subject, it was concluded that QSDG will use / adopt   both approaches: which means QSDG will approach regional organisation Offices (such as WATRA, SATA, EACO, etc in Africa; ETNO, ETSI… in Europe, in Asia, Latino America and Northern America); but also QSDG can approach the ITU Regional Offices so that to prepare and conduct workshops / seminars / forums.
13. [bookmark: _Toc370982821]Workshop on “Guidelines on minimum quality of service standards for communication services”
13.1. The workshop on “Guidelines on minimum quality of service standards for communication services” was chaired by the ITU-T SG12 Chairman, Mr.  Kwame Baah-Acheamfuor, in collaboration with the QSDG Chairperson, Ms. Yvonne UMUTONI. The workshop was conducted from 19th to 20th of September, 2013. The main purpose of this workshop was to review the guideline which was developed for AFUR (African Forum for Utility Regulators) by PricewaterhouseCoopers Associates Africa Ltd in January, 2009. 
13.2. The draft copy of the reviewed document during the workshop can be found in the [QSDG 30/13 – 19]. 
13.3. Way Forward: 
· Due to the big size of the guideline, it was agreed that QSDG members/participants will send the inputs and comments to the QSDG Chairperson not later than end of October, 2013;
· This will accordingly allow the QSDG Chairperson to compile all inputs and submit the last copy of the guideline, as contribution, to the ITU-T SG 12 meeting to be held in Geneva from 3rd to 12th of December, 2013. 


14. [bookmark: _Toc370982822]Any other Business
[QSDG 30/13 – 32]: contribution on “Key Issues on Conformance & Interoperability (C&I)” from Isaac Boateng NCA, the Vice Chairperson of ITU-T SG11. This contribution gives an overview of Conformance & Interoperability (C&I) presented to WTSA-12:  
a) Unresolved issues since WTSA-08 (but not limited to):
· Influx of sub-standard and counterfeit equipment
· Many African countries cannot confirm whether or not these systems and terminals conform to required standards. There is lack of testing labs to ascertain equipment that have met the required standards 
· Vendors, services providers and equipment dealers bring any equipment of choice. Many African countries mostly rely on ITU, FCC and IEC to verify equipment conformity problems and so on.
b) Highlight of key discussions on C&I  at WTSA-12
· Res 76 signifies:  
· Studies related to conformance and interoperability testing, assistance to developing countries and a possible future ITU mark programme
· Africa Group proposed amendments
· Instructs TSB Director:
· Continue C&I Forums in the regions
· Action: On-going ITU regional capacity workshops 
· etc
· Instructs Study Groups:
· Identify and prepare existing and future ITU-T Recommendations with market and user demand for conformance and interoperability testing
· Cooperate with interested stakeholders to a conformity assessment programme for key technologies
· Etc.
The presenter concluded by saying that: “Africa can now call for the establishment of regional group of SG11; and that Africa shall be visible (contributions) in SG11 activities and influence SG11 recommendations”.  

15. [bookmark: _Toc370982823]conclusion and Future Work
15.1. Following the contributions [QSDG 30/13 – 06, 07] and presentation of the QSDG 30/13 – 08 on “Framework for future developments in NOC”, it was concluded that :
· The progress report on “Framework for future developments in NOC” document will be presented by Mr. John Kimbe/SATA, in the upcoming meeting of SNO, to be conducted in Swaziland from 21 – 24 October 2013.
· The QSDG Chairperson will submit the contribution [QSDG 30/13 – 06] submitted by Ron Miguel, Telkom SA Ltd, South Africa; to the December, 2013 of ITU-T SG 12 meeting. 
15.2. Following the incoming liaison from SG 12 Q. 2/12 in [QSDG 30/13 –22] contribution on revision of G. 1000; QSDG will continue to work closely with SG 12 Q. 2/12 during the revision of the G.1000.
15.3. After a long discussion on [QSDG 30/13 – 30], it was concluded that QSDG will use / adopt   both approaches: which means QSDG through will approach regional organisation Offices (such as WATRA, SATA, EACO, etc in Africa; ETNO, ETSI… in Europe, in Asia, Latino America and Northern America); but also QSDG can approach the ITU Regional Offices so that to prepare and conduct workshops / seminars / forums. 

15.4. QSDG events to be conducted in 2014 year are the following:
i. Two Workshops in Africa:
· Workshop on “Customer Expectations/ Quality of Experience” in Mozambique, Maputo (to be confirmed). 
Tentative dates: April or May, 2014.
· Workshop to be conducted in Uganda in 2014, one or two days before meeting of SG12 Regional for Africa:  
Tentative dates: July or August.
ii. 31st meeting of the QSDG will be conducted jointly with the workshop on QoS issues. This meeting will be hosted by ASCOM jointly with SATA in Dubai, UAE: To be confirmed. 
Tentative dates: November, 2014.
iii. One Workshop in Latino America in 2014: To be confirmed.
15.5. Following the discussions on [QSDG 30/13 – 34] contribution on “Network infrastructure sharing a new paradigm: implication on QOS” presented by Raymond from Airtel Ghana. During this presentation, the question which needed an answer was: “How do we achieve Quality of service in an unbalanced Game of sharing infrastructure?” It was concluded that, QSDG Chairperson will work closely with Raymond so as to fine-tune the contribution and this contribution will be submitted to SG 12 in December meeting.  


15.6. Following the presentation on the “effect of counterfeit Phones on QoS/QoE” [QSDG 30/13 – 28], contribution from Fred. Opoku-Asare, Ghana Chamber of Telecoms; it was concluded that all stakeholders (regulators, vendors, operators, consumers, etc) in Africa, should: 
· Push for legislation in order to stop counterfeit devices in Africa.
· Create public awareness on the performance limitation and health implications associated with the use of these devices.
· Be engage in a debate on dealing with the menace of counterfeit devices on the telecom industry as this requires a collective effort of all stakeholders.
15.7. The Workshop on the “Guidelines on minimum quality of service standards for communication services” concluded that in order to finish the review of this guideline which was developed in 2009 by “PricewaterhouseCoopers Associates Africa Ltd” to AFUR, QSDG members/participants will send the inputs and comments to the QSDG Chairperson not later than end of October, 2013. This will accordingly allow the QSDG Chairperson to compile all inputs and submit the last copy of the guideline, as contribution, to the ITU-T SG 12 meeting to be held in Geneva from 3rd to 12th of December, 2013. The draft copy of the reviewed document during the workshop can be found in the [QSDG 30/13 – 19]. 
16. [bookmark: _Toc370982824]Closing of the meeting
16.1. During the meeting closing session, the QSDG Chairperson informed meeting attendees the two new members of QSDG Executive Committee as follows:
· Vice Chairperson of QSDG: Mrs. Sosu Louisa from MTN Ghana
· Group Advisor: Mr. Macaringue Malaquias Elias of Telecomunicações de Moçambique - TDM, SA. 

16.2. Accordingly, the new QSDG Executive Committee is formed by:

	Chairperson
	Ms. Yvonne UMUTONI, RURA Rwanda 

	Group Advisor
	Mr. Cardoso Luis Sousa, LSCTeam Portugal 

	Group Advisor
	Mr. Macaringue Malaquias Elias, TDM SA. Mozambique

	Vice Chairman
	Mr. Jacob MUNODAWAFA, SATA, Mozambique

	Vice-Chairman
	Mr. Wenyan Jin, China Mobile, China

	Vice Chairperson
	Mrs. Sosu Louisa, MTN Ghana, Ghana

	Vice Chairperson
	Mrs. Christine Mugambi, UCC, Uganda


16.3. After congratulating the new members of QSDG Management Committee, the QSDG Chairperson expressed gratitude to the QSDG Management Committee members who contributed extremely to the work of QSDG and attended this meeting.   
16.4. Furthermore, the chairperson thanked the Ghana Chamber of Telecommunication, for hosting the 30th meeting of QSDG, especially Mr. Kwaku Addo Sakyi-Addo, the CEO and Mr. Derek Laryea both from Ghana Chamber of Telecoms for their hard work and cooperation during the 30th QSDG meeting’s preparations. She also thanked SATA for sensitizing SATA’s members to actively participate and contribute to the QSDG work. The QSDG Chairperson expressed gratitude to the sponsors of the 30th QSDG meeting such as ASCOM, Global Voice Group (GVG) and Promobile.
16.5. The Chairperson recognised the continuously assistance from the ITU-T SG12 Chairman, Mr.  Kwame Baah-Acheamfuor NCA, to QSDG. 
16.6. The QSDG meeting was closed by Mr. Kwaku Addo Sakyi-Addo, the CEO of Ghana Chamber of Telecoms. Mr. Kwaku Addo Sakyi-Addo thanked QSDG for conducting the successful event in Ghana, the event that was hosted by the Ghana Chamber of Telecommunication jointly with SATA. He also thanked Mr. Kwame Baah-Acheamfuor NCA for his assistance during the meeting preparations. 
















[bookmark: _Toc370982825]Annex 1: Meeting Agenda
1. Opening of the meeting.
2. Agreement of Agenda.
3. Working Arrangements for the 2013 Meeting.
4. Review of Recent Activities.
5. Workshop on “Guidelines on minimum quality of service standards for communication services”.
6. Customer Satisfaction issues.
7. Reliability, Availability of Networks and Services.
8. QoS Requirements (for voice and data services) of Access network technologies such as: Fixed Access networks (xDSL, Fiber, Cable Modem, and Fixed Wireless) and Mobile Access networks (2G, 3G and 4G networks).
9. Impact of 3G, 4G, and Smart Phones on QoS/QoE of Mobile services.
10. Network Performance and Quality of service of interworking networks such as packet based networks (like IP, MPLS, ATM …) and access networks (Fixed access networks, UMTS/WCDMA, LTE/Mobile WiMAX….). 
11. Impact of Fraud, Security, and Revenue Assurance on QoS and Business Performance. 
12. How Subscriber Registration, Counterfeit Phones, affect QoS/QoE.
13. How to Monitor QoS/QoE in Fixed Telephony & Data Networks, Mobile Networks and Internet
14. Effects of Social Media Services on QoS/QoE.
15. How does the introduction of undersea cable services affect QoS/QoE.
16. How technological convergence and digital migration affects QoS/QoE.
17. Cooperation with other groups (e.g. ITU-T SG12 Region for Africa, ITU-T SG2 SNO…)
18. Any other Business.
19. Future Work.
20. Closing of the meeting





[bookmark: _Toc370982826]Annex 2: List of Contributions
Table 2: List of Contribution
	Title
	Source

	QSDG 30/13- 01 – Agenda of the meeting
	QSDG Chairperson

	QSDG 30/13- 02 – List of Contributions
	QSDG Secretariat

	QSDG 30/13 -03 – Meeting Work program 
	QSDG Chairperson

	QSDG 30/13 -04 – List of attended Delegates
	QSDG Secretariat

	QSDG 30/13 – 05 – Round Table on: “Contributions to the Debate on the Quality of Service Regulation of Mobile Internet Access”
	GSMA

	QSDG 30/13 – 06 – Proposed Framework for the Transformation through Renew and Evolution of the Network and/or Service Operation Centre  (NOC/SOC) with the incorporation of a Service Quality Management (SQM) function that is also customer experience aware. 
	
Ron Miguel, Telkom SA Ltd, South Africa

	QSDG 30/13 – 07 – NGN Network Operation Centre
	Eng. Kimbe  John Saidi, SATA

	QSDG 30/13 – 08 –  Framework for future developments in NOC
	Luis Sousa Cardoso, LSCTeam

	QSDG 30/13 – 09 –  Security in M2M communications: the role of Telecommunications Operators
	Luis Sousa Cardoso, LSCTeam

	QSDG 30/13 – 10 –  White Paper on: 2020Beyond 4G Radio Evolution for the Gigabit Experience
	Nokia Siemens Networks

	QSDG 30/13 – 11 – ASCOM: “Product Overview, System architecture, TEMS Symphony enhanced capabilities and On the road”.
	ASCOM

	QSDG 30/13 – 12 –  Impact of Fraud, Security and Revenue Assurance on QoS and Business Performance
	Global Voice Group (GVG) Ltd

	QSDG 30/13 – 13 –  Telecommunication Regulatory Authority (TRA) Bahrain Experience on monitoring QoS
	 Eric Dunand, TRA Bahrain

	QSDG 30/13 – 14 –  Report of the 29th QSDG meeting held in Nairobi, Kenya
	QSDG Secretariat

	QSDG 30/13 – 15 –  Report of the 28th QSDG meeting held in Kampala, Uganda
	QSDG Secretariat

	QSDG 30/13 – 16 – TEMS Symphony ITU presentation
	ASCOM

	QSDG 30/13 – 17 –   Network infrastructure sharing a new paradigm: implication on QoS
	Raymond Folley, Airtel Ghana

	QSDG 30/13 – 18 –  QoS Tracker Overview 
	Global Voice Group (GVG) Ltd

	QSDG 30/13 – 19 –  AFUR Final QoS Guidelines Report
	QSDG Secretariat

	QSDG 30/13 – 20 –  ProMobile Ghana Presentation
	ProMobile Ghana

	QSDG 30/13 – 21 – TD 124 QSDG Liaison on Revision of ITU-T Rec. G. 1000 
	QSDG Secretariat

	QSDG 30/13 – 22 –  TD 147 Incoming Liaison from Question 2_12
	QSDG Secretariat

	QSDG 30/13 – 23 –  ITU_T Recommandation G 1000
	QSDG Secretariat

	QSDG 30/13 – 24 –  Background of QSDG Recent Activities 
	QSDG Chairperson

	QSDG 30/13 – 25 –  Draft New Supplement Guidelines on Regulatory Aspects of QoS
	QSDG Secretariat

	QSDG 30/13 – 26 –  Customer Satisfaction Issues
	Ibrahim K. Bbossa, UCC

	QSDG 30/13 – 27 –  Outcomes of the 7th African SNO Meeting 
	Eng. Kimbe  John Saidi, SATA


	QSDG 30/13 – 28 –  Ensure customer satisfaction by providing QoS &QoE in traditional and new converged ICT networks and services
	Fred. Opoku-Asare, Ghana Chamber of Telecoms

	QSDG 30/13 – 29 –  ITU-T Recommendation Y. 1545
	QSDG Secretariat

	QSDG 30/13 – 30 –  Approaches  so as to conduct ITU Workshops and Seminars on Quality of Service around the world
	QSDG Chairperson

	QSDG 30/13 – 31 –  FIINA Activity Report
	Luis Sousa Cardoso, LSCTeam

	QSDG 30/13 – 32 –  Key Issues on Conformance 
& Interoperability (C&I)
	ISAAC BOATENG, Vice Chair ITU_T SG11

	QSDG 30/13 – 33 –  ASCOM Contribution/compliance in presenting QoS/QoE in Benchmarking analysis
	ASCOM

	QSDG 30/13 – 34 –  ASCOM network testing solutions 
	ASCOM

	QSDG 30/13 – 35 –  Future Work of QSDG
	QSDG Chairperson

	QSDG 30/13 – 36 –  TEMS Portfolio ITU Presentation
	ASCOM



___________________
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