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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 V0.4.0 Telecommunication management; Study on Key Quality Indicators (KQIs) for service experience (Release 13)
3
Rationale

Provide the structural differences for the KQI in the different standard organizations.
4
Detailed proposal
	1st proposed change


6 Structural Differences
<Describe the structural differences of the existing KQI applied to the services in the different scenarios>
6.1 QuEST Forum
In TL9000 of QuEST Forum, the Measurement Framework Whitepaper introduces the Pyramid scheme of indicator categories as Figure 6‑1:
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Figure 6‑1 Pyramid scheme of indicator categories
In the pyramid scheme of indicator categories of TL9000, by standing on the service or user side the service experience related indicators are individed into 3 categories of the perception of quality, the delivery of services and the supplying services. Among them, the indicators for the perception of quality are based on the customer’s experience for the E2E QoS(QoE) of the selected applications, the indicators for the delivery of services are based on the one or more causes within service delivery, the indicators for the supplying services are based on the root causes from supplying the service.

The selected applications can be read as taking a strong outside-in perspective on telecom quality. Looking from the customer’s quality of experience towards the used services’ contributions to the underlying network performance and finally to the performance of the supply chain in charge to supply this network performance.
6.2 ETSI
In the TS 102 250 001 of ETSI, there is the introduce of the relationship between QoE and QoS, the QoE Dimensions are as Figure 6‑2:
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Figure 6‑2  QoE Dimensions
The QoE is measured subjectively by the end-user and may differ from one user to the other. However, it is often estimated using objective measurements. Contributing to the QoE are objective service performance measures such as information loss and delay. Those objective measures together with subjective human components that may include emotions, linguistic background, attitude, motivation, etc.
TheTS 102 250 001 speification in ETSI also introduces the relationship among the user satisfaction, QoS and the network performane as  Figure 6‑3:
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Figure 6‑3 Relationship among User satisfaction, QoS and Network performane
The relationship among the user sataisfaction, QoS and the network performance shows that the network performance is the main factor in the technology, and the user satisfaction is impacted by the user’s QoS requirements and perception, the QoS offered and delivered by the service provider.

6.3 NGMN

In the NGMN-P-SERQU, there is the introduce of the relationship among QoE, QoS and Network Performance as Figure 6‑4:
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Figure 6‑4 NP, QoS, QoE model and terminology
In NGMN, the objects for the indicators in the service quality definition and management are individed into 3 types of the customer, the service and the network, and so that the indicators’ categories are separately defined as QoE, QoS and Network Performance (NP). QoE can reflect the E2E service quality for the related applications, like the web browsing, the video, etc. QoS can supply the service quality in the different phases of the E2E service with the accessibility, the integrity and the retainability for a application. Let’s go a step further, the NP can characterize the network performance of individual network elements.

6.4 TM Forum
In the GB923A of the TMF, there is the introduce of the KQI hierarchy as Figure 6‑5:
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Figure 6‑5 Key Indicator Hierarchy
In the key indicator hierarchy of TMF, the relationship among these indicators is hierarchical and focusing on network and customer. The initial data is the performance related data, and KPIs are consist of the performance related data by grouped by type, and the service KQIs is created by one or more KPIs, and finaly the product KQIs is integrated by the service KQIs and are the highest level indicators.
6.5 Summary
Among the above standards, the different parts and the same parts are as below:

	Items
	QuEST Forum/TL9000
	ETSI
	NGMN
	TMF

	Different Parts
	Different indicators types: Delivery of Services, Supplying Service
	Dividing into the objective indicators and the subjective indicators, Subjective human components，Terminal Performance
	No other indicators except for the same parts
	The key indicator hierarchy, KQIs are divided into Product KQIs and Service KQIs



	Same Parts
	Including Perception of Service Quality as the experience quality
	Including QoE as the user’s satisfaction
	Including QoE as perceived subjectively by the end user and QoS as the user satisfaction for the service
	Including Product KQIs based on the customer’s experience

	
	Including Network Performace
	Including Network Performance
	Including Network Performance
	Including Performance Related Data


Based the above info from other standard specifications, all indicators systems have considered the service quality standed on the customer’s and service’s stand, the technology for the service quality also need supply for 3GPP.

	End


