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1
Decision/action requested

The group is asked to discuss and agree on the proposed text.
2
References

[1]
TR 32.862 V0.2.0 Telecommunication management; Study on Key Quality Indicators (KQIs) for service experience (Release 13)
3
Rationale

Provide input for section on KQIs in ITU-T.
4
Detailed proposal

	1st proposed change


2
References

The following documents contain provisions which, through reference in this text, constitute provisions of the present document.
[1]
3GPP TR 21.905: "Vocabulary for 3GPP Specifications".
[a]
ITU-T P.10/G.100 (07/2006): Vocabulary for performance and quality of service.
[b]
ITU-T P.10/G.100 amendment 2 (07/2008): Vocabulary for performance and quality of service.
[c]
ITU-T Recommendation E.800 (09/2008): Definitions of terms related to quality of service.
[d]

ITU-T Recommendation P.800.1 (07/2006) : Mean Opinion Score (MOS) terminology.
	Next change


4
KQI Standardization Status
4.x
KQIs in ITU-T
The following ITU-T Recommendations provide definitions deemed relevant for the present Technical Report:

	P.10/G.100 [a]
	opinion score (in telephony)
	The value on a predefined scale that a subject assigns to his opinion of the performance of the telephone transmission system used either for conversation or only for listening to spoken material.

	P.10/G.100 Amendment 2 [b]
	Quality of Experience (QoE)
	The overall acceptability of an application or service, as perceived subjectively by the end-user.

NOTE 1 – Quality of experience includes the complete end-to-end system effects (client, terminal, network, services infrastructure, etc.).

NOTE 2 – Overall acceptability may be influenced by user expectations and context.

	E.800 [c]
	Quality of service (QoS)


	Totality of characteristics of a telecommunications service that bear on its ability to satisfy stated and implied needs of the user of the service.

	E.800 [c]
	QoS requirements of user/customer (QoSR)


	A statement of QoS requirements by a customer/user or segment/s of customer/user population with unique performance requirements or needs.

NOTE – The customer/user needs may be expressed in descriptive terms (criteria) listed in the order of priority, with preferred performance value for each criterion. The service provider then translates these into parameters and metrics pertinent to the service (see [ITU-T E.802]).

	E.800 [c]
	QoS offered/planned by service provider (QoSO)


	A statement of the level of quality planned and therefore offered to the customer by the service provider.

NOTE – Level of QoS the service provider plans to achieve (and therefore offers) to the customer/user is expressed by target values (or range) for measures of parameters pertinent to a specified service.

	E.800 [c]
	QoS delivered/achieved by service provider (QoSD)


	A statement of the level of QoS achieved or delivered to the customer.

NOTE – Achieved or delivered QoS is expressed by metrics for the pertinent parameters for a service.

	E.800 [c]
	QoS experienced/perceived by customer/user (QoSE)


	A statement expressing the level of quality that customers/users believe they have experienced.

NOTE 1 – The level of QoS experienced and/or perceived by the customer/user may be expressed by an opinion rating.

NOTE 2 – QoSE has two main man components: quantitative and qualitative. The quantitative component can be influenced by the complete end-to-end system effects (network infrastructure).

NOTE 3 – The qualitative component can be influenced by user expectations, ambient conditions, psychological factors, application context, etc.

NOTE 4 – QoSE may also be considered as QoSD received and interpreted by a user with the pertinent qualitative factors influencing his/her perception of the service.

	E.800 [c]
	Service


	A set of functions offered to a user by an organization constitutes a service.

	E.800 [c]
	Speed


	Speed is the performance criterion that describes the time interval that is used to perform the function or the rate at which the function is performed. (The function may or may not be performed with the desired accuracy.)

(Editor’s note: In Section 3.1.1.5 Service quality characteristics)

	E.800 [c]
	Accuracy


	Accuracy is the performance criterion that describes the degree of correctness with which the function is performed. (The function may or may not be performed with the desired speed.).

(Editor’s note: In Section 3.1.1.5 Service quality characteristics)

	E.800 [c]
	Dependability


	Dependability is the performance criterion that describes the degree of certainty (or surety) with which the function is performed regardless of speed or accuracy, but within a given observation interval.

(Editor’s note: In Section 3.1.1.5 Service quality characteristics)

	E.800 [c]
	Availability


	Availability of an item to be in a state to perform a required function at a given instant of time or at any instant of time within a given time interval, assuming that the external resources, if required, are provided.

(Editor’s note: In Section 3.1.1.5 Service quality characteristics)

	E.800 [c]
	Reliability


	The probability that an item can perform a required function under stated conditions for a given time interval.

(Editor’s note: In Section 3.1.1.5 Service quality characteristics)

	E.800 [c]
	Simplicity


	Ease and lack of complexity in the benefit to the user of a function of the service.

(Editor’s note: In Section 3.1.1.5 Service quality characteristics)

	P.800.1 [d]
	Mean opinion score (MOS)


	The mean of opinion scores, i.e., of the values on a predefined scale that subjects assign to their opinion of the performance of the telephone transmission system used either for conversation or for listening to spoken material.

	E.800 [c]
	Customer's QoS requirements
	This is an expression of the level of QoS required by the customer. The criteria and parameters identified to express these reflect the requirements.

	E.800 [c]
	Service provider's offerings of QoS


	The QoS criteria or parameters offered by the service provider are formal terms specified unambiguously and may be used for the following: 

• As the basis for SLA between the service provider and clients on a bilateral basis of agreement.

• Public declaration by the service provider about the level of quality that can be expected by the users at large.

• As the basis for planning and maintaining the service at the level of performance being offered.

• As the basis for users to choose a level of quality to meet their particular requirements among the service provider's offerings.

	E.800 [c]
	QoS achieved or delivered
	The QoS delivered is the actual level of quality achieved or delivered by the service provider and may be used for the following:

• As the basis to compare the delivered with the offerings by the users, regulators and as a check in the SLAs.

• As the basis for any corrective action by the service providers.

	E.800 [c]
	Customer/User perception
	The QoS perceived by the user may be expressed by ratings based on customer surveys and is an indicator of what the user thinks the level of quality received or experienced. This data may be used for:

• Comparison with delivered quality and identifying causes of any ambiguities.

• Planning any corrective actions.


	End


