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Dear 3GPP SA5,
QuEST Forum’s vision is to be the global force for improving quality of products and services delivered to customers of communication technologies.  QuEST Forum is a unique collaboration of service providers, suppliers and liaison organizations who come together to develop innovative solutions to practical business problems that make a difference to end users.  As the communications industry continues to evolve and introduce new technologies, QuEST Forum continues to use its expertise over the last two decades, through industry–wide collaboration to address these new challenges.
QuEST Forum started its work on End User Experience in 2012 by formulating the TL 9000 Whitepaper. The purpose was to define different layers of KPIs; all important to capture and pursue in order to explore all facets of quality.
The work on the TL9000 Whitepaper included an investigation regarding what measurements were available today in the different layers of KPIs; available both from technical and non-technical standardization bodies. This investigation clearly indicated that ready to use KPIs in the space of End User Experience was not to be found.
QuEST Forum started the work to commonly define some metrics in the area of End User Experience; the AQ-KPIs (Application Quality KPIs). We were able to present a set of jointly defined AQ-KPIs for Web browsing and Video earlier this year; all built upon the ITU-T ARI concept (Accessibility, Retain-ability and Integrity). As part of this effort , we validated the TL9000 Framework by discussing the topic with numerous suppliers and service providers, and exploring other KPIs in the area of End User Experience. These results have also been made publicly available.
QuEST Forum is very happy to learn that 3GPP SA5 has shown an interest in studying and reusing our work in this area of your standardization effort.
QuEST Forum is pleased to let 3GPP SA5 describe the QuEST Forum AQ-KPIs emanating from the work on the TL 9000 Whitepaper and related information in the 3GPP SA5 documents for this purpose by either citing, quoting or attaching them to 3GPP SA5 documentation.
Please feel free to contact us, should you have any questions related to the QuEST Forum work on AQ-KPIs or relating to the TL 9000 Whitepaper.
I am happy to, in this way, increase the collaboration between our two organizations.
Yours sincerely,
[bookmark: _GoBack][image: ]
Fraser Pajak, QuEST Forum CEO
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