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Question 7/1: 	Universal access/service








STUDY GROUP 1





SOURCE:	FEDERAL OFFICE FOR COMMUNICATIONS (OFCOM) (SWITZERLAND)





TITLE:	TECHNICAL AND ADMINISTRATIVE REGULATIONS ON THE QUALITY OF SERVICE OF THE UNIVERSAL SERVICE





________


Action required


Include this contribution in the final report on Question 7/1 on universal access/service.


Abstract


The new Swiss Telecommunication Law, which came into force on 1 January 1998, calls for complete liberalization of the telecommunication market. The universal service is included, and any telecommunication service provider can supply this basic service. However, since it will be difficult for new service providers, in the early days of competition, to take on the responsibility for providing the universal service, either regionally or nationally, the Law provides for a five�year transition period, during which the incumbent operator (Swisscom SA) has an obligation to provide this service nationwide. Other telecommunication service providers can do so too, of course, but they do not have the same constraints as the licensee Swisscom, in particular as regards geographical coverage (regional or national) or quality of service.


This contribution gives the requirements laid down by OFCOM (the Swiss regulatory body) concerning the quality of the universal service which the incumbent operator Swisscom has to provide during the transition period. Once that period is over, this document could serve, in whole or in part, as a basis for the requirements to be fulfilled by other telecommunication service providers wishing to have a licence to provide this basic service.


�
1	General


1.1	Field of application of these regulations


These regulations are based on the Telecommunication Law of 30 April 1997 (see Annex 1: extract from Telecommunication Law (LTC) related to universal service) and the Ordinance on Telecommunication Services of 6 October 1997 (see Annex 2: extract from the Ordinance on Telecommunication Services (OST) related to universal service). They specify what is meant by the quality of the universal service, with reference to the criteria set forth in Article 21 of OST. 


1.2	References


[1]	ITU-T G.101 (08/96): The transmission plan


[2]	ITU-T G.175 (04/97): Transmission planning for private/public network interconnection of voice traffic


[3]	ETSI ETR 138 (July 1994): Network Aspects (NA); Quality of service indicators for Open Network Provision (ONP) of voice telephony and Integrated Digital Network (ISDN)


[4]	ETSI ETR 250 (July 1996): Transmission and Multiplexing (TM); Speech communication quality from mouth to ear for 3.1 kHz handset telephony across networks.


1.3	Abbreviations


TSP	Telecommunication service provider


LTC	Telecommunication Law (see extract in Annex 1)


MOS	Mean opinion score


NTP	Network termination point


OST	Ordinance on Telecommunication Services (see extract in Annex 2)


POI	Point of interconnection


QoS	Quality of service


1.4	Definitions


Figures to be achieved: In accordance with OST, Article 21.2, the target figures for the quality criteria specified in OST, Article 21.1.


2	General provisions


2.1	Field of application


The target figure data apply from one network termination point (NTP) to another within the network controlled by a telecommunication service provider (TSP), or, as corrected figures, to the point of interconnection (POI) when the call terminates in an external network.�
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Every year the telecommunication service provider prepares for the end of April of the following year a report to OFCOM on the results obtained and level of achievement of the target figures.


However, the obligation to prepare a report only applies from 1999 - in other words, the first report will be due at the end of April 2000.


3	Definition of target figures


3.1	Supply time for initial network connection





Reference:�
OST, Art. 21.1.a�
�
Definitions:�
An "installed connection" is an existing point of access to the network which enables the customer to take advantage of the services provided under the universal service and which presupposes that the customer has a domestic installation ready to operate.


A "new connection" is a connection which requires the installation or adaptation of a line.�
�
Target figures:�
95% of connections should be brought into service or taken out of service within the time requested by the customer, at the earliest on the working day following the date of the request.


95% of new connections should be established within 60 working days of the customer's request, provided rights of way and building permits are available.�
�
Presentation of results:�
a)	Total number of connections brought into service or taken out of service on time


b)	Number of times target figure exceeded�
�
Measurements:�
On the basis of a statistical analysis provided by TSPs�
�
Notes:�
TSPs only have partial control over the time taken to provide new connections, which depends to some extent on external factors�
�
�
3.2	Quality of voice transmission





Reference:�
OST, Art. 21.1.b�
�
Definitions:�
Quality of voice transmission: the quality of voice transmission as assessed by the user, in relation to his own requirements and the communication system chosen. The scale of assessment (MOS) ranges from 1 to 4; the quality is said to be poor, fair, good or excellent (ETR 250 [4])�
�
Target figures:�
Target figure MOS ( 3.5 in accordance with ETR 250 [4]�
�
Presentation of results:�
At the request of OFCOM, through TSPs, insofar as a considerable decline in quality is implied by complaints received. Analysis in accordance with the E�model, Chapter 6.2, G.175 [2]�
�
Measurements:�
By means of external equipment which can provide E-model parameters�
�
Notes:�
E-model default values in accordance with Table 4/G.175 [2]. Independent bodies may also be commissioned to perform the measurements�
�
3.3	Failure rate per connection





Reference:�
OST, Art. 21.1.c�
�
Definitions:�
Failure - A failure report is a report by a customer that there is a service breakdown or impairment affecting the network in question and needing repair. This definition excludes all failures caused by the customer himself (ETR 138, Chapter 5.1.1 [3])�
�
Target figures:�
20 failure reports per year per 100 connections �
�
Presentation of the results:�
Number of faults affecting the TSPs' installations�
�
Measurements:�
The figure is calculated from the number of faults recorded or repaired on the TSPs' installations following a report�
�
Notes:�
�
�
3.4	Repair time





Reference:�
OST, Art. 21.1.d�
�
Definitions:�
The repair time is the time from the receipt of the fault report by the TSP to the restoration of access to the services of the universal service�
�
Target figures:�
90% of failures cleared within 24 hours during working days �
�
Presentation of results:�
a)	percentage of failures cleared within 24 hours�b)	percentage of failures cleared in over 24 hours�
�
Measurements:�
Statistics on all cases of repairs undertaken by TSPs�
�
Notes:�
In the event of a failure during the weekend or on a holiday, the repair work must be started on the next working day�
�
�
3.5	Rate of call failures caused by network congestion or a fault in the network





Reference:�
OST, Art. 21.1.e�
�
Definitions:�
The rate of call failures is defined as the ratio between the number of unsuccessful call attempts and successful calls over a specific period (ETR 138 [3])�
�
Target figures:�
Maximum 3% of all calls�
�
Presentation of results:�
a)	percentage of failed local calls�b)	percentage of failed trunk calls�
�
Measurements:�
By calculation using actual traffic data�
�
Notes:�
Possibility of providing annual or monthly figures�
�
3.6	Length of time required for establishing communication





Reference:�
OST, Art. 21.1.f�
�
Definitions:�
The length of time required for establishing communication is the time between the moment when the network receives the addressing information necessary to set up the call and the moment when the caller receives the engaged signal or calling tone from the number called (ETR 138 [3])�
�
Target figures:�
Three seconds �
�
Presentation of results:�
At the request of OFCOM, through TSPs, insofar as an appreciable decline in quality is observed following complaints�
�
Measurements:�
By means of external measuring equipment�
�
Notes:�
Independent bodies may also be commissioned to make the measurements�
�
3.7	Response time of connected services





Reference:�
OST, Art. 21.1.g�
�
Definitions:�
The response time is the time between the moment when a call is received and the moment when the service provider (operator) answers the customer's call�
�
Target figures:�
Annual average response time: ( 30 seconds�
�
Presentation of results:�
Annual calculation by the transcription services for persons with impaired sight or hearing�
�
Measurements:�
Time measurements made by the service provider�
�
Notes:�
The service provider is not necessarily the TSP�
�
�
3.8	Response time of telephone information services





Reference:�
OST, Art. 21.1.h�
�
Definitions:�
The response time of the telephone information services is the time between the moment when a call is received and the moment when the service provider (operator) answers the customer's call�
�
Target figures:�
Annual average response time: ( 20 seconds�
�
Presentation of results:�
Calculation by TSPs with regard to the information service�
�
Measurements:�
Time measurements made by TSPs�
�
Notes:�
The time required to obtain the information and the quality of the reply are not taken into account�
�
3.9	Proportion of public call boxes in working condition





Reference:�
OST, Art. 21.1.i�
�
Definitions:�
Number of public call boxes in working condition in relation to the total number of call boxes provided by the TSP.


"In working condition" means that a direct call can be made and paid for from the call box, ending either when the receiver is replaced or the connection is cut off because the caller's credit is exhausted or the available limit has been reached�
�
Target figures:�
95% of public call boxes in working condition �
�
Presentation of the results:�
Figures from calculations performed automatically at the TSP's network operating centre over a period of one year�
�
Measurements:�
a)	The figure is obtained from the number of failures noted as a result of reports to the TSP concerning its public call boxes


b)	At the request of OFCOM, through a body commissioned for the purpose, insofar as the complaints received imply a substantial reduction in quality�
�
Notes:�
�
�
3.10	Billing accuracy





Reference:�
OST, Art. 21.1.j�
�
Definitions:�
The billing accuracy is determined by the ratio between the number of billing errors found as a result of complaints and the total number of bills issued �
�
Target figures:�
Max. 2% errors �
�
Presentation of results:�
a)	Number of bills giving rise to justified complaints�b)	Number of bills issued �
�
Measurements:�
Statistical calculation with regard to contested bills�
�
Notes:�
�
�
�
Annex 1


Extract from the Telecommunication Law (LTC) relating to universal service


…


Art. 14 The licence


1	The licence to provide a universal service requires the holder to provide a universal service to all sections of the population in the area covered by the licence.


2	The licence to provide a universal service shall be granted on the basis of a periodic open invitation to tender. The procedure shall be conducted in accordance with the principles of objectivity, non-discrimination and transparency.


3	Licences shall, as a rule, be granted for the same period.


Art. 15 Conditions for granting the licence


Anyone wishing to obtain a licence to provide a universal service must:


a.	have the necessary technical capacities;


b.	furnish convincing proof that the service can be offered, the necessary investments financed and the service operated for the entire duration of the licence, and state what contribution to the investment, within the meaning of Article 19, will be required;


c.	undertake to comply with the applicable legislation, in particular this Law and its implementing provisions, and the licence conditions;


d.	comply with the provisions of industrial law and the provisions on working conditions applicable in the sector.


Art. 16 Scope


1	The holder of a licence to provide a universal service shall provide the following services to meet demand in the area covered by the licence, in accordance with the state of the art:


a.	a public telephone service, i.e. transmission of speech in real time by means of telecommunications techniques, including transmission of data employing transfer rates compatible with the channels for transmitting speech;


b.	access to emergency call services;


c.	public call boxes in sufficient numbers;


d.	access to the Swiss directories of subscribers to the public telephone service;


e.	a transcription service for people with impaired hearing, allowing them full access to the telephone service and the emergency call services on comparable terms and conditions.


2	The Federal Council shall fix the detailed rules for implementation. It may lay down special provisions for connections outside built-up areas. It may delegate its powers in this connection to the Federal Department of Transport, Communications and Energy (the Department).


3	The Federal Council shall periodically adapt the content of the universal service in accordance with the state of the art and social and economic requirements.


�
Art. 17 Quality and price


1	Services forming part of the universal service must be available throughout the country and must be of a certain quality. The Federal Council shall decide the quality criteria.


2	The Federal Council shall endeavour to ensure that charges do not depend upon distance. It shall periodically fix upper limits for the prices of the universal service. These upper limits shall apply uniformly over the whole area and shall be determined by the development of the market.


Art. 18 Territorial scope


1	The Commission and the Office shall ensure that the universal service is provided for all sections of the population in all parts of the country.


2	If the open invitation to tender does not produce any suitable bids, the Commission may call on a licence-holder within the meaning of Article 4(1) to provide the universal service. In that case, the licence-holder shall be entitled to receive a contribution to investment within the meaning of Article 19.


3	The Federal Council shall regulate the procedure.


Art. 19 Financing the universal service


1	If it is clear from the invitation to tender that, even with cost-effective management, it will be impossible for the investment required for the universal service in a given area to be written off within the usual period, the applicant who submits the best bid shall receive a contribution to the investment when the licence is granted.


2	Any licence-holder in receipt of a contribution to investment must present his budget, accounts and financial plan to the Office each year.


3	The Federal Council shall fix the detailed rules for implementation.


Art. 20 Emergency calls


Providers of telecommunications services forming part of the universal service must organise access to emergency call services so that calls can be traced.


Art. 21 Directories


1	Directories of subscribers to telecommunications services may be published.


2	Providers of telecommunications services forming part of the universal service shall allow other providers of telecommunications services or third parties access to directories of subscribers in accordance with international standards and shall allow electronic access even if they have not themselves published the said directories.


3	Subscribers shall in any case be free to decide whether they want to be included in the directories. They may choose the data to be entered in the directories.


…


�
Annex 2


Extract from the Ordinance on Telecommunication�Services (OST) related to universal service


…


Art. 15 	Universal Service


1.	The universal service shall consist of the following services (Article 16, LTC):


a.	connection: connection for transmission of speech in real time and transmission of data with low bit rate by a voice or digital channel, tone push-button dialling and main entry in a directory of subscribers;


b.	additional services: information on malicious calls, call diversion, suppression of calling number identification, proof of charges, statement of charges and barring outgoing communications;


c.	emergency calls: routing incoming calls to the competent emergency centres (Nos. 112, 117, 118, 143 and 144), including the data required for identifying the location of the calling party;


d.	directories: access to subscribers' entries in the directories of every universal service provider in Switzerland in the three official languages in return for payment and at the user's discretion via online access or a vocal service; this access must be guaranteed free of charge for blind persons in the form of a vocal service in the three official languages;


e.	public call boxes: public call boxes installed in places where they are needed, e.g. in railway stations, post offices, hospitals or airports, but at least one for each commune; removal of public call boxes requires the agreement of the licensing authority;


f.	transcription service for the hard-of-hearing: providing without charge a transcription service for the hard-of-hearing, including emergency calls, for 24 hours a day at the cheapest tariff for the tariff zone;


g.	switching service for the blind: providing a switching service for the blind without charge.


2.	The Office shall fix the specifications applicable at the service access point. Those specifications shall be based on harmonised international standards.


Art. 16	Connection point


1.	The connection point shall be located in the subscriber's building. Communications with other telecommunication installations must be possible from that point.


2.	Domestic installations are not part of the connection point.


Art. 17	Connections outside inhabited areas


1.	When the installation or maintenance of a connection outside inhabited areas involves particularly high costs or when it is particularly expensive to provide the universal service, the person requesting the connection may be required to pay some of the costs or the range of services may be reduced.


2.	The Federal Department for Environment, Transport, Energy and Communications (Department) shall regulate the details.


�
Art. 18	Emergency calls


1.	Access to the emergency call service (Nos. 112, 117, 118, 143 and 144) must be guaranteed from every telephone connection, including public call boxes, without any form of payment. A flat�rate charge of 20 centimes may be imposed for No. 143.


2.	Except for No. 143, it must be possible to identify the location of the calling party online in so far as the chosen technology permits. It must also be guaranteed for subscribers who have chosen not to be entered in a public directory (Article 31, paragraph. 3, LTC). The police and fire brigade may designate other numbers for their emergency services; it must be possible as well to identify the location of the calling party.


3.	The Office may issue regulations concerning the routing of emergency calls and the tracing thereof.


Art. 19	Directories


1.	Every entry in the directory of subscribers to services covered by the universal service shall contain at least the subscriber's surname and forename or business name, his/its full address and telephone number.


2.	Upon request, the subscriber may be permitted to have only an abbreviated form of his/its forename or his/its address included in the directory provided that this does not create a risk of confusion with other subscribers shown in the directory. That request must be fulfilled without charge.


3.	Providers of services covered by the universal service are not required to verify that an entry is correct. They may refuse or remove from the directory any entry which is manifestly incorrect or used for unlawful purposes.


4.	The Office shall determine the standards applicable for access to electronic directories and their interconnection.


Obligations of the universal service provider


Art. 20	Obligation to provide the services


The universal service provider shall be obliged to provide all the services forming part of the universal service throughout the term of the licence.


Art. 21	Quality criteria


1.	On an annual average and throughout the licensed zone, the services provided under the universal service shall satisfy the following quality criteria:


a.	supply time for initial network connection;


b.	quality of voice transmission;


c.	failure rate per connection/year;


d.	repair time;


e.	rate of call failures caused by network congestion or a fault in the network;


f.	length of time required for establishing communication;


g.	response time of connected services;


h.	response time of telephone information services;


�
i.	proportion of public call boxes in working condition;


j.	billing accuracy.


The office shall regulate the technical details and fix the figures which must be achieved. It shall take account of the stage of development of the criteria at the end of 1997 and of technological progress.


Art. 22	Publication of prices


All the prices for the services forming part of the universal service must be published clearly and in full.


Art. 23	Maximum prices


1.	From 1 January 1998 the following maximum prices shall apply:


a.	connection (Article 15, para. 1, a.): 25 francs per month;


b.	local calls (within the local network or over a distance of approximately 10 km): 10 centimes for the following complete or partial periods: Monday to Friday, 8.00 - 17.00 hr and 19.00 - 21.00 hr (standard tariff): 90 seconds; 2. Monday to Friday, 6.00 - 8.00 hr, 17.00 - 19.00 hr and 21.00 to 23.00 hr, and also Saturdays, Sundays, general public holidays, between 6.00 and 23.00 hr (reduced tariff): 180 seconds; daily, 23.00 - 6.00 hr (night tariff): 360 seconds;


c.	long-distance calls (outside the local network and over a distance of more than 10 km):


	10 centimes for the following complete or partial periods: Monday to Friday, 8.00 - 17.00 hr and 19.00 - 21.00 hr (standard tariff): 24 seconds; Monday to Friday, 6.00 - 8.00 hr, 17.00 - 19.00 hr and 21.00 to 23.00 hr, and also Saturdays, Sundays, general public holidays, between 6.00 and 23.00 hr (reduced tariff): 48 seconds; daily, 23.00 - 6.00 hr (night tariff): 96 seconds;


d.	Supplement for using a public call box: 40 centimes.


2.	General public holidays are deemed to be 1 and 2 January, Good Friday, Easter Monday, Ascension Day, Whit Monday, 1 August and 25 and 26 December.


3.	The charges for local and long-distance calls must be the same for users of public call boxes and for subscribers to the public telephone service.


Art. 24	Revision of the maximum prices


1.	From 1 January 1999, the maximum prices shall be revised each year in keeping with the consumer price index for the previous year.


2.	When the maximum prices are reduced, the licensee must revise its prices no later than 1 February.


3.	The licensee shall inform the Office of any change of tariff.


…


_____________
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