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Human resources for telecommunications in Central America

Until a few years ago, telecommunication development in Central America, with the exception of Costa Rica and Panama, was very much at the incipient stage and was limited by the factors described in the preceding country‑by‑country marketplace analyses. The landscape is now changing very rapidly with the processes of reform and privatization of State‑owned companies and/or market liberalization that are taking place to a greater or lesser extent in all the countries of the region.

These processes are giving rise to serious and large‑scale human resource problems which the various operating agencies, regulatory bodies and countries themselves are ill‑equipped to address. Technological training is not the only area of need; the most acute problem lies in the identification, training and empowerment of nationals with a strong capacity for leadership, thought and action and a firm grounding in managerial sciences who, through teamwork, are able to educate, lead and motivate people to commit themselves on an ongoing basis to the required goals, creativity and innovation, as the only sure means of survival in an increasingly competitive world.

Telecommunication reform is a process which should be exploited to the full for the generation of wealth and employment. At the same time, the sector needs to be transformed into that which the very nature of globalization is bound to make it, namely the driving force of national economies. If the operation of telecommunication systems is left entirely to multinational companies, and if, moreover, those companies bring in foreign executive and professional staff to fill important positions in local operating companies because the countries themselves do not have the necessary human resources, the benefits of reform are considerably reduced, since that reform, by losing touch with national concerns and culture and with the responsibility for social development, fails to create the links which would allow for its effective integration into and harmonization with the sustainable development of the country concerned.

It needs to be borne in mind that the sectors which currently have the highest rate of development are high technology and services, both of which are heavily dependent on information technology and telecommunications and require managerial and operational staff with similar profiles to those required by telecommunication companies. Where a country does not possess sufficient numbers of suitably trained staff, its opportunities for growth and development will be seriously limited. It is a well-known fact that economies which are growing at a high enough rate to substantially improve the potential for human development by eradicating ignorance, poverty and insecurity are those whose transformation serves to minimize the part played by so‑called traditional goods in the productive and export cycle by increasingly opening up to national and foreign investment in the high‑tech industrial, quality service and tourism sectors.

The generation of human resources to meet the needs arising from the reform and subsequent growth of telecommunications is becoming, for the countries of Central America, a strategic challenge responsibility for which should be borne by the governments of the region, as specifically represented by the regulatory bodies they establish. The advantages to be gained by providing most of the human resources needed by the sector from within the country are considerable, not only for the countries themselves, but also for the operators, since it enables them to reduce costs, be more in touch with the prevailing problems and culture, and improve their competitive edge and their relations with customers and the regulatory body.

The first obstacle on the way to meeting this challenge is that none of the telecommunication Acts or Acts establishing telecommunication regulatory bodies specifically lays down the objective of establishing a basis for or encouraging the training of human resources for the sector, nor do the regulatory bodies perceive this as one of their obligations, even though it is without any doubt at least as important as their other functions, if not more so.

It is not a question of converting regulatory bodies into universities or training centres, as this is not the type of activity for which they were established. The idea is rather that they should investigate and identify the human resource requirements for telecommunications in each country, develop a strategy and coordinate and foster the means to provide the necessary training through universities, technological research and training centres, specialized institutes for business management, distance learning, the Internet and programmes involving such international bodies as ITU, the World Bank, IDB, CABEI, COMTELCA, AHCIET, CITEL and ASETA.

However, in order for the regulatory bodies to take on a leadership role in the strategic management of the human resources for telecommunications that are so urgently needed by the countries concerned, they need to receive appropriate advice and training - a task which probably only ITU has the competence to carry out systematically and comprehensively. The advice to be imparted should be geared towards establishing the necessary legal and organizational structures.

The task consists in:

1)
Convincing national authorities and regulatory bodies of the need to set clearly‑defined objectives in respect of the training of human resources for the sector, raising awareness of the enormous benefits to be gained for the current and future development of telecommunications and the country as a whole and, by extension, the potential opportunities for attracting investment in industry and high‑tech services.

2)
Helping to create the legal instruments that will give the regulatory bodies the necessary authority to research and identify their own and operating agencies' needs in terms of qualified human resources (at the executive and professional levels), so that they can then go on to coordinate appropriate measures to ensure that the country is able to train them in a timely manner, using the means described above.

3)
Giving advice on development of the types of strategy, process and organization (allocation of resources) that will enable regulatory bodies at any given time to identify the human resource requirements of the sector in terms of numbers, special skills, qualifications and place of work, and to take all necessary measures to encourage and coordinate their timely and adequate training and strategic management.

4)
Collaborating in setting up an interrelated database containing all information on staff requirements and an inventory of short- and medium‑term availabilities. This database will also contain a list of the sector's human resources and of all courses, workshops, seminars and training programmes (personal attendance and distance), as well as the institutions offering them, including costs, dates, venues, types of instruction and any other relevant information. It will also contain an up‑to‑date list of available consultants (individuals, companies or entities) and corresponding details.

5)
Training those staff members of the regulatory body that will be responsible for the functions in question.

6)
Creating the necessary conditions for ensuring that any staff training process, whether in the regulatory body or in operating agencies, takes into account the strategic management of human resources in the context of globalization and the information age.

Staff training

In the light of the above, human resources management in the age of information and globalization calls for:

1)
The ongoing and intensive training of all members of the organization, with the development of a systematic, creative and all‑encompassing way of thinking.

2)
The fostering of a pleasant and appropriate organizational environment which allows corporate and personal values such as a sense of service and collaboration, ethics, integrity, loyalty, responsibility, commitment, creativity, humility and recognition to flourish and thrive.

3)
The training, guidance and support needed for the increasingly effective development of multidisciplinary, self‑managed and progressively more autonomous working teams.

4)
The development and sustaining of employee empowerment, autonomy and responsibility.

5)
The identification and training of leaders with a high level of emotional intelligence who are ready to serve and motivate with enthusiasm, to support and serve as an example, to be sensitive to the needs and interests of others, to encourage, stimulate, teach and guide, to meet the challenges en route and inspire a shared vision, and to reward generously.

6)
Promotion of the fundamental understanding that corporate competitiveness and survival depend primarily on the capacity for innovation on the part of all staff, and on the organization being truly customer-oriented, both internally and externally.

Strategic administration of human resources

According to the modern approach to corporate management, human resources are the most important strategic, competitive and critical factor in the success or failure of a company. This has led to the development of a concept for the strategic administration of human resources that is based on three essential characteristics. This concept is thus:

Integrated
It involves the designing of policies, strategies, forms of behaviour and commitments that are in harmony with the corporate mission, vision and values, and making human resources an integral part of business processes. To this end, the aim is to strengthen leadership and the development of individual potential, teamwork and empowerment, as well as to promote broader participation and collaboration and stimulate creativity and innovation. Moreover, the most appropriate systems of motivation, evaluation, recognition and reward are established and developed.

Systematic

It involves managing the structure, systems and process and information networks to facilitate work; systematically promoting and stimulating change, empowerment and teamwork by means of appropriate training and management practices; and ensuring feedback and ongoing improvement.

Practical

It is not theoretical, but takes the form of concrete deeds and actions throughout the organization and in all areas of management, process units and work teams.

The development of the unique potential of each human being depends largely on the development of his or her emotional intelligence, which includes aspects of self‑esteem, self‑control, dedication, persistence, intuition, honesty, emotional integrity, self‑motivation, enthusiasm, understanding of others (empathy) and positive management of personal relations and conflicts.

Each person must clearly possess the knowledge and experience required for each duty and each task, but this condition, although necessary, is not enough for them to excel in their duties. They also need to have the ability, determination and creativity to apply that knowledge, experience and talent for the specific purposes of each activity, process or system, and to learn how to relate to and collaborate with others and understand their needs while nevertheless maintaining their own identity and experience and respecting that of others.

The success of corporate leadership depends on there being sufficient sensitivity to the needs of each person as an individual and as part of a work team, and on an ability to integrate men and women so that they work harmoniously, enthusiastically and productively according to company objectives and strategies.

The leader relates to all members of the organization - customers, suppliers, shareholders - and to competitors with a deep sense of service, cooperation and integrity, and always with the aspiration that the result will be highly satisfactory for all parties.

In the organization there are clearly‑established priorities and policies, but there is still enough flexibility and dynamism to get the most out of resources and seek rapid and effective solutions in meeting customers' needs and resolving conflicts and problems.

The strategic management of human resources partly entails getting the most out of resources; in respect of human resources this is achieved by:

1)
Orienting staff members effectively and adequately towards objectives.

2)
Developing the capacity to extract ideas from all the lessons and all the experience accumulated through time, and using them in the interests of ongoing improvement and innovation.

3)
Creatively complementing the internal human resources with resources from beyond the formal boundaries of the company.

4)
Effectively combining human resources in such a way that the knowledge, talent, ability and experience of each person is enhanced.

5)
Carefully selecting human resources so that they enhance the core competences which are unique to the company.

6)
Continually making optimum use of the competencies, abilities and talents of all staff members, both male and female.

7)
Protecting our human resources.

8)
Rapidly redeploying human resources to where the need is greatest.

9)
Always using human resources in strict accordance with the mission and fundamental values of the company.

Optimum performance of human resources

Achieving optimum performance on the part of human resources needs to be a central management goal, while at the same time the following conditions must be fulfilled:

All members of the organization, men and women alike, without discrimination of any kind:

•
Participate in, share and live on a daily basis the corporate values, mission and vision.

•
Have a perfect understanding of what is required of them.

•
Are adequately trained and empowered, and have a sense of responsibility.

•
Form part of multidisciplinary, autonomous and self-managed work teams, in which they participate and cooperate efficiently.

•
Understand, participate in, and are committed to the current goals, projects and policies.

•
Are fully aware that their initiative and creative input are encouraged and welcome and always considered a valid source of innovation.

•
Are fully informed of all development in the company in a timely manner.

•
See their knowledge, skills and talents being recognized and turned to good account.

•
Fully identify with, and are committed to, corporate strategy and objectives.

•
See internal and external communication and relations as being excellent.

•
Provide mutual encouragement and support in the interests of ongoing achievement.

•
Are adequately recognized and rewarded for their performance.

•
Consider their remuneration to be equitable and a true reflection of their performance.

•
Are familiar with the performance indicators, which must be adequate and clearly‑defined.

•
Understand that the organizational structure, processes and systems facilitate their work.

•
Are familiar with the priorities and goals for the immediate future.

•
Have a thorough knowledge of their duties and the capacity to perform other tasks when required to do so in the interest of organizational flexibility and human resource leverage.

•
Are fully conversant with the technology and administrative sciences pertaining to their activities in the company, and love their work.

•
Are always ready to pass on their knowledge and skills to others.

•
Are generous and humble both towards themselves and towards others.

The organization of the future

The organization of the future is a human society governed by values, with a clear mission to accomplish; it is intelligent, imaginative, participative, flexible, dynamic and socially responsible; it has a future vision and the ability to change, learn and innovate; it is focused on the customer and on the superior value of its products and services; its culture is one of high confidence which gives energy and transmits enthusiasm; it knows how to exploit diversity, opportunities and its essential competencies and provides freedom, personal development and satisfaction to its employees, who are deeply motivated and empowered, are loyal to the customer, know how to work as a team and are committed, through their own conviction, to results and corporate success.

Organizations of the future will be constantly concerned with securing and enhancing organizational competencies such as: ways of ensuring that individuals participate and are inspired, committed and fully connected; acquiring and using knowledge through intelligent and persistent learning; commitment to a higher objective that gives a sense of destiny and leads people to act in a way that surpasses the routine; instilling and expanding a leadership that is responsible, transformation-oriented and dedicated to the service of others; and fostering the work of multidisciplinary and empowered teams which dialogue and operate effectively; building up a flexible and dynamic structure that levers resources and facilitates decision-making, processes and the creation of value; creating organic associations with strategic partners; promoting the global search for opportunities and markets; and taking on change and creating competitive strategies based on innovation and essential competencies which stimulate corporate growth.

Structure in the organization of the future

The organization of the future is a human system that is cast in immutable values and has a clearly-defined mission and reconfigurable, customer-based structure which facilitates relations and communication, learning and the daily putting into practice of the strategy and processes, the work of empowered and multidisciplinary teams, the projects for improvement and decisions at all levels.

The structure of the future organization will facilitate the achievement of its mission, future vision and strategy, a systemic approach to problem-solving in the search for opportunities, the development of essential competencies, the levering of resources, the creation of value for the customer, the assimilation of change and the development of a culture of high confidence.

The organizational structure of the future will contribute to creating a sincere and just working environment in which individuals are continually discovering opportunities for personal and professional development, are free to be creative, to contribute a new vision and to exercise leadership, give the best of themselves, have the feeling that they are doing something important, and are generously recognized and rewarded both psychologically and economically for their achievement.

The structure of the future organization is reconfigurable and derives from the competent use of flexible teams that can be modified through time, from coordination and the consequent satisfaction of market needs and expectations, from the behaviour of competitors and other market players, from the acquisition of essential competencies and from the training of associations that enable access to capacities and resources that are otherwise not available. Teams made up of members from different departments and disciplines and possessing different types of knowledge, talents and skills, in which open dialogue, the acceptance of ideas, confidence, collaboration and creativity prevail.

The organization "without boundaries"

The organization without boundaries has a structure based on a model for the free circulation across its boundaries of individuals, knowledge, ideas, processes, tasks and resources of every type. The attention of managers and leaders is focused on ways of making those boundaries permeable so as to make it possible for ideas, information, capacities, knowledge, rewards and measures to be delivered speedily to the area in which they are most necessary. Organizational boundaries are like the flexible and permeable membranes of a living body that is constantly evolving. "The organization of the future is continually creating and recreating itself".

The organization of the future has sufficient freedom and capacity to derive benefit from the turbulence and diversity of change and to progress towards new opportunities and markets. It is agile, dynamic and flexible and is capable of rapid and agile changes in direction and pace and of constant innovation. To achieve this, it is necessary to create a structure with vertical, horizontal, external and geographic boundaries that are fully flexible and permeable and which considerably enhance the ability to make rapid and substantial changes and ensure that employees and associated commit themselves on an ongoing basis to self-renewal.

The leaders of a boundary-free organization must identify and promote objectives and opportunities whose achievement is important and marks a significant difference in the competitive strategy of the company, and which can only be achieved by crossing or stretching one or more boundaries through the effective use of a cross-boundary team that learns from the available information and from experience and receives the resources and assistance it needs in order to be successful.

Essential characteristics of the organization of the future

Administration by values

The most important act by members of the organization of the future is to resolve collectively the question of what will be most essential in the organization's way of doing things. What will be the natural, immutable and shared principles and values around which they will align themselves and unite in a common mission for the achievement of extraordinary results?

It comes down to being fully aware that genuine success derives from the daily putting into practice of those principles and values, which it is not enough merely to proclaim, but which must be internalized, lived and consistently pursued in all our thoughts and actions. It is the individual, not the organization, who makes administration by values possible.

Great flexibility

The basic premise of the future organization is that of great flexibility in all aspects, including the structure and management of resources. The essential commitment is to advance, adapt and transform in line with the changes occurring in the environment, the markets and the customers themselves.

The flexible organization does not feel threatened by change; on the contrary, it seeks change, accepting it and handling it wisely, knowing it to be the source of opportunity. Its main strengths are its essential competencies, the organic associations, the work it subcontracts and the flexibility of its employees' abilities.

Commitment to the individual

The new work contract is based on a deep commitment to the individual, to his or her development and well being, to the constant search for balance between life and work and to the ongoing improvement of all the human dimensions, physical, emotional, intellectual and spiritual.

What is important for the future organization are results and the value that its products and services have for the customer; it is not work for work's sake. What is important for the individual is learning, the degree of satisfaction obtained through work and the opportunities for growth and personal, family and professional equilibrium, and to feel that with each day all aspects of life are improving and that the work done is important and appreciated.

The important thing for the organization is the attitude and abilities of all the individuals concerned, as well as their commitment to and creativity in the achievement of the strategy, the objectives and the full satisfaction of the customer.

For the individual, it is important to feel personally fulfilled in a fully satisfactory working environment than enables him or her to acquire the abilities necessary to aspire to rising positions in the present or any other organization.

The attitudes and capacities of both the individual and the organization are of benefit to customers, suppliers, partners and shareholders alike.

Excellent use of work teams

The future organization trains its staff to perform excellent work in a team context. The diverse, self-oriented, self-managed and effectively informed and connected team provides the energy, imagination and capacity for learning that the flexible organization requires.

Teams are formed to implement a given project or resolve a specific problem; once they have completed their task they break apart and new teams are formed. Individuals will participate in one or another team, or perhaps in several teams at the same time, bringing to bear their knowledge, talents, skills and experience. An individual may be a leader in one team and a member in another, the important thing being that he or she will always contribute a great personal effort, have an approach that is fully open, alert and ready for dialogue, view the other members as colleagues and friends and experience a deep commitment to collective results and achievements.

Solid essential competencies

The main strength of the future organization lies in its essential competencies: the knowledge of what the organization knows how to do better and differently, this being the true foundation of its competitive strategy.

The essential competencies - the strong point of organizations - are based both on the knowledge, skills and experience of the members and on their capacity for collective learning and innovation. The organization resolves around them, maintaining and strengthening those that are valid in the light of market behaviour, and concentrating on and investing in the acquisition of those that are necessary in order to exploit new opportunities.

The future organization takes care not to invest time or resources in non-essential functions that can be contracted out or obtained through organic associations.

Key factors in the acquisition of essential competencies are a transforming leadership, the excellence of the work teams, the quality of the internal and external relations and the intensive use of available technology and information.

A taste for diversity

The value of individuals and their diversity in terms of temperament, knowledge, talents, skills, experience, origins and psychological models are fully appreciated and welcomed by the future organization in view of the fertile ideas and the competencies and perspectives they bring to the solving of problems and to the full satisfaction of the expectations and needs of the customer.

However, this diversity does not refer solely to individuals, but is also to be found in systems, technologies, functions, business approaches, etc. The key to the effective management of diversity is a process that addresses all the various mixes of diversity in such a way as to foster, to the greatest degree possible, achievement of the organization's objectives. This is achieved by granting autonomy to the teams within the context of a systemic approach to problem solving.

An enthusiastic approach to diversity is a highly important factor in favour of change, contributing as it does to the sweeping away of obstacles and impediments to corporate improvement and transformation.

Leadership team

Future organizations develop a strong, diverse, transforming, guiding and service-oriented leadership team and extend it throughout the organization. These days, no one individual possesses all the essential leadership capacities or is able to attend to all the occasions on which it is necessary to exercise leadership. The future organization must therefore have many leaders who are tuned in to the mission, future vision, strategy and objectives, carry out the projects, resolve the problems, attend to all the needs of customers, markets and employees and effectively manage the work teams and innovation.

Motivation and commitment

The future organization can call on new sources of motivation which boost commitment and enhance the ways to achieve excellent results through the continual development and growth of the human capital. 

The mission helps people to believe in the importance of their work and gives them a commitment to the pursuit of a higher purpose that gives a sense of identity, certainty and security. The shared future vision communicates a sense of orientation and of pride in the work and results obtained. The strategy imparts direction and shows the path that leads to achievement of the objectives and to personal and organizational success.

Employees' control of their own schedule, which translates into greater control of their own activities and direction, gives them the opportunity to balance their family and professional life with their work, creates time and space for training and for developing their own ideas and pet projects, and gives a considerable boost to their motivation and creativity.

The opportunity to acquire new knowledge and skills, to experiment and to run risks is an importance source of motivation in the midst of turbulence and change, since it enables individuals to ensure their future independently of their stability within the organization.

A reputation built on a first-hand knowledge of values and intellectual and emotional capacities is an essential resource in any professional career, and the opportunity to be constantly improving it is an outstanding motivational factor.

Participation in the creation of value, innovative work within a flexible and boundary-free structure, the ability to react in the face of corporate challenges, the perception of the importance of work done for the organization and its recognition and reward are also important sources of motivation and of individual commitment to the company's achievements and success.

Autonomy and communication

The only way of achieving organizational efficiency is to recognize the need to create a culture of high, service-oriented confidence. To this end, one's employees must enjoy genuine autonomy and be empowered to take decisions in the right context and - in most cases - as close as possible to the customer, without the need for prior authorization. The organizational pyramid is inversed, with the customer situated at the top. The managers and leaders act with honour and integrity and are sufficiently humble to recognize that success will be achieved through the effective collaboration of all concerned.

In order to achieve that success, it is necessary to ensure that the right individuals in the right spheres have access to all the information they need to take well-founded decisions. The key lies in the sharing of strategic thought, knowledge, experience and results through effective, efficient, timely and profitable communication, with an adequate level of detail and making the best possible use of the available technology.

Creating a culture

The system of values and the mission provide a point of reference with respect to change, and clearly define a culture which helps to attract the right people and orientate their work and daily behaviour. The future organization needs individuals with a profile that facilitates their triumph in a culture of high confidence, continual learning and service to others; individuals who are prepared to share their knowledge and ideas and run risks, who are unafraid of change and are able to resolve the complexities that stem from accelerated expansion across boundaries and markets; individuals with a high level of self-esteem and emotional intelligence, capable of exercising leadership and making a significant contribution to achievement of the organization's mission and objectives.

Customer-oriented development

The great future challenge for the successful organization is to predict, and then respond accurately and effectively to, the expectations and needs of the customer and to the rate and magnitude of the changes occurring in the environment and marketplace. To this end, the new organization must construct itself around the customer, be effective in implementing operating methods, processes and technologies that save customers time and money while providing them with higher value (knowledge value, total quality and a fair and competitive price) in terms of products and services.

Customer-oriented development calls for effective means of listening to what customers have to say and constant innovation in order to retain them and secure their loyalty. The cycle is completed through the satisfaction and loyalty of the employees, the revenues obtained and corporate growth.

Forms, Questionnaires and Indicators

	The impact of telecommunication reform on human resources in Central America, with emphasis on women's employment.

	GENERAL QUESTIONNAIRE FOR REGULATORY BODIES (1)

	Regulatory Agency
	 

	Country
	 

	Specific telecommunication legislation in force
	Specific laws

	
	Specific objectives of telecommunication policy

	
	Which Government body approves initiatives for market liberalization or for privatization?

	
	Telecommunication service operating companies

	
	Regulatory bodies

	
	Official/private policy-making bodies

	
	What is the scope of the regulatory agency's mandate?

	
	What specific powers does the regulatory agency have?

	
	Which Government body draws up and issues operating licences?

	
	Are the operating companies obliged to interconnect with other telecommunication service providers?

	
	Are there specific commitments for market liberalization (open entry) and what are the time-limits?

	
	If there has already been a privatization and/or market (liberalization) process, what are the specific benefits expected and/or achieved or the disadvantages resulting from the reforms carried out? What lessons have been learnt to date?

	Telecommunication reform plans
	Is there a specific plan to reform existing legislation as well as a schedule for conducting it?

	
	What is the current status of the reform process and what lessons have been learnt?

	
	What has been the approach to reform? What is its scope? What are its final objectives? What factors have influenced its choice? What benefits are expected for telecommunication services? What economic and social benefits are expected for the country in general?

	
	In telecommunication reform, have the human dimensions been taken specifically into account? Has human resource management been specifically encouraged? What new organizational, managerial, technological and marketing capacities and skills will be necessary to put it into practice?

	
	Is the country a member of WTO (World Trade Organization) or does it plan to join?


	The impact of telecommunication reform on human resources in Central America, with emphasis on women's employment.

	GENERAL QUESTIONNAIRE FOR REGULATORY BODIES (2)

	Regulatory Agency
	 

	Country
	

	Operation of the regulatory board (governing board of the regulatory agency)
	Is there a special regulatory board for telecommunications? If not, is there any specific project to establish one and a time-limit for this?

	
	Number of members on the regulatory board (% women)

	
	Form of selection, period of appointment, full-time or part-time

	
	Are there specific requirements and qualifications for the members of the regulatory board?

	
	Is there provision for holding public hearings when needed?

	
	Does the regulatory board use alternative approaches for settling disputes?

	
	Are there provisions for appealing against decisions of the regulatory board?

	
	What is the real degree of autonomy and transparency for the regulatory board's actions and decisions?

	Organization of the regulatory agency
	Organizational chart of the regulatory agency showing the number of fixed posts (occupied or planned) in each of the organizational units and the percentage of women

	
	Competencies of support staff (accounting, financial, legal, economic/tariff studies, engineering, service quality control, etc.)

	
	Are there specific plans to develop the new capacities and skills required by the staff to handle the changes occurring in the telecommunication sector?

	
	Are there explicit published regulations, standards and procedures that can be followed by the staff and parties concerned?

	Description of the basic regulatory powers in respect of:
	Establishing tariff, price and utility levels

	
	Control and measurement of service quality and handling of customer complaints

	
	Competition and interconnection guarantees

	
	Objectives of universal access to services and to routing and numbering rights

	
	Establishment of norms and standards for quality, performance, security and privacy in call portability and content

	
	Granting of radio spectrum and other licences

	
	Establishment of norms and standards for the provision of, inter alia, business telecommunication, value-added, Internet, radio and television broadcasting, cable and satellite television and radiolocation services

	Financing
	How is the expenditure of the regulating agency met?


	BASIC TELECOMMUNICATION INDICATORS

	Country:
Company:

	INDICATOR
	DATE
	VALUE

	TELEPHONE SYSTEM
	 
	 

	Main telephone lines (ML)
	 
	 

	Telephone density (ML/100 inhab.)
	 
	 

	% automatic main lines
	 
	 

	% digital main lines
	 
	 

	% urban main lines
	 
	 

	% residential main lines
	 
	 

	Waiting list
	 
	 

	PUBLIC TELEPHONE SYSTEM
	 
	 

	Total number of public telephones
	 
	 

	% of coin‑box telephones
	 
	 

	% of card telephones
	 
	 

	% of communal‑use telephones 
	 
	 

	Total annual receipts (millions of USD)
	 
	 

	Total annual investment (millions of USD) 1998
	 
	 

	Total annual investment (millions of USD) 1999
	 
	 

	Number of staff with fixed posts
	 
	 

	% of women
	 
	 

	MOBILE CELLULAR SYSTEM
	 
	 

	Capacity of cellular systems
	 
	 

	% digital
	 
	 

	Cellular subscribers
	 
	 

	% analogue
	 
	 

	% digital
	 
	 

	Cellular service density (per 100 inhab.)
	 
	 

	Waiting list
	 
	 

	Annual receipts (millions of USD)
	 
	 

	Annual investment (millions of USD) 1998
	 
	 

	Annual investment (millions of USD) 1999
	 
	 

	Number of staff with fixed posts
	 
	 

	% women
	 
	 

	INTERNATIONAL TELEPHONE TRAFFIC
	 
	 

	Millions of minutes charged per year
	 
	 

	International circuits in operation
	 
	 

	INTERNET
	 
	 

	Switched Internet customers
	 
	 

	Internet customers with dedicated line
	 
	 

	TELEPHONE AND CELLULAR TARIFFS
	 
	 

	Residential telephone service connection (USD)
	 
	 

	Residential telephone service monthly subscription (USD)
	 
	 

	Cost of three-minute local call (full rate) (USD)
	 
	 

	Business telephone service connection (USD)
	 
	 

	Business telephone service monthly subscription (USD)
	 
	 

	Cost of three‑minute local call (full rate) (USD)
	 
	 

	Cellular service connection (USD)
	 
	 

	Cellular service monthly subscription (USD)
	 
	 

	Cost of three-minute call (full rate) (USD)
	 
	 


	

	TELECOMMUNICATION MARKET IN CENTRAL AMERICA (1)
	

	COUNTRY:
	
	
	
	
	

	COMPANY:
	
	
	
	
	

	
	
	
	
	
	

	CURRENT SITUATION (July 1999)
	
	
	
	
	


	DESCRIPTION
	TOTAL
	Urban
	Rural
	Business
	Residential

	WIRED TELEPHONY
	 
	 
	 
	 
	 

	Number of lines installed
	 
	 
	 
	 
	 

	Number of lines in service
	 
	 
	 
	 
	 

	Number of subscribers on waiting list
	 
	 
	 
	 
	 

	WIRELESS TELEPHONY
	 
	 
	 
	 
	 

	Number of lines installed
	 
	 
	 
	 
	 

	Number of lines in service
	 
	 
	 
	 
	 

	Number of subscribers on waiting list
	 
	 
	 
	 
	 

	CELLULAR TELEPHONY
	 
	 
	 
	 
	 

	Number of lines installed
	 
	 
	 
	 
	 

	Number of lines in service
	 
	 
	 
	 
	 

	Number of subscribers on waiting list
	 
	 
	 
	 
	 

	PUBLIC TELEPHONY
	 
	 
	 
	 
	 

	Public telephones in service
	 
	 
	 
	 
	 

	800 SERVICES
	 
	 
	 
	 
	 

	No. of national 800 service customers
	 
	 
	 
	 
	 

	No. of international 800 service customers (outgoing)
	 
	 
	 
	 
	 

	No. of international 800 service customers (incoming)
	 
	 
	 
	 
	 

	INTERNATIONAL TELEPHONY
	 
	 
	 
	 
	 

	Countries with subscriber direct dialling
	 
	 
	 
	 
	 

	Countries with outgoing reverse charging service
	 
	 
	 
	 
	 

	Countries with incoming reverse charging service
	 
	 
	 
	 
	 

	Countries with "country direct" service
	 
	 
	 
	 
	 


	

	TELECOMMUNICATION MARKET IN CENTRAL AMERICA (2)
	
	

	COUNTRY:
	
	
	
	
	

	COMPANY:
	
	

	
	
	
	
	
	

	FUTURE SITUATION (2004)
	
	
	
	
	

	DESCRIPTION
	TOTAL
	Urban
	Rural
	Business
	Residential

	WIRED TELEPHONY
	 
	 
	 
	 
	 

	Number of lines installed
	 
	 
	 
	 
	 

	Number of lines in service
	 
	 
	 
	 
	 

	Number of subscribers on waiting list
	 
	 
	 
	 
	 

	WIRELESS TELEPHONY
	 
	 
	 
	 
	 

	Number of lines installed
	 
	 
	 
	 
	 

	Number of lines in service
	 
	 
	 
	 
	 

	Number of subscribers on waiting list
	 
	 
	 
	 
	 

	CELLULAR TELEPHONY
	 
	 
	 
	 
	 

	Number of lines installed
	 
	 
	 
	 
	 

	Number of lines in service
	 
	 
	 
	 
	 

	Number of subscribers on waiting list
	 
	 
	 
	 
	 

	PUBLIC TELEPHONY
	 
	 
	 
	 
	 

	Public telephones in service
	 
	 
	 
	 
	 

	800 SERVICES
	 
	 
	 
	 
	 

	No. of national 800 service customers
	 
	 
	 
	 
	 

	No. of international 800 service customers (outgoing)
	 
	 
	 
	 
	 

	No. of international 800 service customers (incoming) 
	 
	 
	 
	 
	 

	INTERNATIONAL TELEPHONY
	 
	 
	 
	 
	 

	Countries with subscriber direct calling
	 
	 
	 
	 
	 

	Countries with outgoing reverse charging service
	 
	 
	 
	 
	 

	Countries with incoming reserve charging service
	 
	 
	 
	 
	 

	Countries with "country direct" service
	 
	 
	 
	 
	 


	TELECOMMUNICATION MARKET IN CENTRAL AMERICA (3)
BUSINESS AND INTERNET SERVICES 

	COUNTRY:
	

	COMPANY:
	

	
	

	CURRENT SITUATION (July 1999)
	TOTALS

	SATELLITE SERVICES
	 

	64 kbit/s channels
	 

	128 kbit/s channels
	 

	256 kbit/s channels
	 

	512 kbit/s channels
	 

	T 1 kbit/s channels
	 

	TELEPORTS (SCPC antennas)
	 

	32 kbit/s channels
	 

	64 kbit/s channels
	 

	128 kbit/s channels
	 

	192 kbit/s channels
	 

	256 kbit/s channels
	 

	384 kbit/s channels
	 

	512-768 kbit/s channels
	 

	T 1 kbit/s channels
	 

	VSAT (Very Small Aperture Terminals)
	 

	Number of international VSAT antennas
	 

	Number of national VSAT antennas
	 

	OPTICAL FIBRE DIGITAL SERVICES
	 

	Number of services
	 

	DIGITAL WIRELESS NETWORK
	 

	Number of services
	 

	MULTIPROTOCOL NETWORK
	 

	Number of ports
	 

	INTERNATIONAL FRAME RELAY
	 

	Number of frame relay PVCs
	 

	ATM (Asynchronous Transfer Mode)
	 

	Number of customers
	 

	VIRTUAL PRIVATE NETWORKS (VPN)
	 

	Number of customers
	 

	INTERNET
	 

	Number of switched service customers
	 

	Number of dedicated business customers
	 

	Number of dedicated residential customers
	 


	TELECOMMUNICATION MARKET IN CENTRAL AMERICA (4)
BUSINESS AND INTERNET SERVICES 

	COUNTRY:
	

	COMPANY:
	

	
	

	PROJECTED SITUATION (2004)
	TOTALS

	SATELLITE SERVICES
	 

	64 kbit/s channels
	 

	128 kbit/s channels
	 

	256 kbit/s channels
	 

	512 kbit/s channels
	 

	T 1 kbit/s channels
	 

	TELEPORTS (SCPC antennas)
	 

	32 kbit/s channels
	 

	64 kbit/s channels
	 

	128 kbit/s channels
	 

	192 kbit/s channels
	 

	256 kbit/s channels
	 

	384 kbit/s channels
	 

	512-768 kbit/s channels
	 

	T 1 kbit/s channels
	 

	VSAT (Very Small Aperture Terminals)
	 

	Number of international VSAT antennas
	 

	Number of national VSAT antennas
	 

	OPTICAL FIBRE DIGITAL SERVICES
	 

	Number of services
	 

	DIGITAL WIRELESS NETWORK
	 

	Number of services
	 

	MULTIPROTOCOL NETWORK
	 

	Number of ports
	 

	INTERNATIONAL FRAME RELAY 
	 

	Number of frame relay PVCs
	 

	ATM (Asynchronous Transfer Mode) 
	 

	Number of customers
	 

	VIRTUAL PRIVATE NETWORKS (VPN)
	 

	Number of customers
	 

	INTERNET
	 

	Number of switched service customers
	 

	Number of dedicated business customers
	 

	Number of dedicated residential customers
	 


	GENERAL QUESTIONNAIRE FOR OPERATING AGENCIES (1)

	Operating agency
	 

	Country
	 

	Aspect for evaluation
	Minimum information required

	Qualitative and quantitative description of the existing national and international network
	Number of lines in digital exchanges

	
	Number of lines in analogue exchanges

	
	Percentage of digital circuits in the trunk network

	
	Percentage of analogue circuits in the trunk network

	
	Total telephone traffic

	
	National long‑distance telephone traffic

	
	Local telephone traffic

	
	Incoming international telephone traffic

	
	Outgoing international telephone traffic

	Market
	See attached tables for data on the market

	Tariffs
	Total cost of telephone service connection

	
	Basic monthly charge for telephone services

	
	Cost of a three‑minute local call (full rate)

	
	Cost of a three‑minute local call (reduced rate)

	
	Long‑distance telephone charges

	
	International telephone charges

	
	Basic monthly charge for cellular services

	
	Cost of a three‑minute local cellular call (full rate)

	
	cost of a three‑minute local cellular call (reduced rate)

	Service quality
	Faults per 100 main lines per year

	
	Percentage of faults repaired within 24 hours

	
	Faults per 100 cellular telephones per year

	
	Percentage of faults repaired within 24 hours

	
	Faults per public telephone per year

	
	Percentage of completed national calls

	
	Percentage of completed cellular calls

	
	Percentage of completed incoming international calls

	Revenue
	Total receipts for telecommunication services

	
	Total receipts for national telephony

	
	Total receipts for international telephony

	
	Total receipts for public telephones

	
	Other receipts

	Investment
	Annual investment in telecommunications

	Full‑time staff in telecommunications
	Management (% women)

	
	Professional (% women)

	
	Specialist technicians (% women)

	
	Other technical staff (% women)

	
	Administrators (% women)


	GENERAL QUESTIONNAIRE FOR OPERATING AGENCIES (2)

	Operating agency
	 

	Country
	 

	Organizational chart
	Showing number of employees by organizational unit and by function (% of women)

	Planning and strategy
	Statement of the company mission

	
	Future vision of the company

	
	Company strategy (especially with reference to human resources management)

	
	Long-term objectives

	
	Company change and transformation programmes

	
	Acquisition of essential competencies

	
	Tactical plans and objectives

	
	Auditing of plans

	Supply
	General description of supply procedures

	Quality of service
	Description of procedures to ensure quality of service

	
	Main indicators used

	
	Key performance indicators

	
	Planned or ongoing improvement programmes

	Training
	Description of training procedures

	Finance
	Description of financial procedures

	
	Sources of finance

	Administrative support services
	Legal

	
	Communications

	
	Tariffs and regulations

	
	Logistics

	Information systems
	Information system for decision-making

	
	Strategic information system

	
	Accounting and financial information system

	
	Transaction information systems

	
	Database administration

	Human resources management
	Strategic management of human resources

	
	Effectiveness of teamwork

	
	Construction of an efficient company infrastructure

	
	Level of employee contribution and commitment

	
	Employee empowerment

	
	Remuneration, recognition and reward policies

	
	Employees as agents for change and transformation

	Company culture
	Is this favourable to change and transformation?

	
	Does it encourage and strengthen innovation?

	
	Does it strengthen the role of women in company management?

	Leadership
	Describe existing leadership in the company

	
	Is the leadership truly motivating and transformation-oriented?


_______________
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