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Abstract

The terms “user”, “end-user”, “customer” and “subscriber” can be found in the IPTV documents and it is not in any case clear, whether the usage of a specific term was intentionally or by some default (maybe triggered by an incoming contribution which used the term).

It is therefore important to elaborate on the differences and come to a common view – and a common usage of the terms within the IPTV documents.

Further, these definitions shall then be added to the document FG IPTV-DOC-0082 (IPTV Vocabulary of Terms)

Definitions

For the mentioned terms first the ITU-T data base SANCHO was checked and then a decision for the vocabulary document is made.

End User

SANCHO offers 7 Entries

1. The person requesting the telecommunication service and presenting billing information to the operator for payment of telecommunication services. [E.109 (95), 2.3]

2. Human being, organization, or telecommunications system that accesses the network in order to communicate via the services provided by the network. [J.112 (98), 3.28; J.112 Annex B (04), B.3.1.36; J.112 Annex C (02), C.3.1.29; J.116 (00), 3.1.18; J.122 (02), 3.2.44]

3. A logical concept which may refer to a person, a persona (e.g. work, home, etc.), a piece of equipment (e.g. NTE, phone, etc.), an interface, a service (e.g. Freephone), an application (e.g. Video-on-Demand), or a location. [E.191 (00), 3.4]

4. An entity employing Application Services [H.360 (04), 3.3]

5. A person who initiates some form of electronic communication (i.e., calling end user). [Sup. 3 to E.164 (04), 3.5.3]

6. The actual user of the Products or Services offered by the Enterprise. The end user consumes the product or service. See also Subscriber [M.3050.1 (04), 3.8; M.3050.4 (04), B.2.5]

It is interesting that none of the basic “definitions recommendations” (Q.9, I.112, I.113, Y.101) offer a definition for the “End User”.

Four definitions refer to the end user as a person or human being (1, 2, 3, 5).

Before deciding on a definition, the term “user” is checked.

User

SANCHO offer 32 (!) definitions. The most relevant are:

1. A human communicating entity. [T.190 (95), 3.16 ]

2. An entity external to the network that uses its service(s).[ Q.1290 (98), 2.249 ]

3. A service-consuming object or system (block).  [G.993.1 (01), 3.23]

4. A person or a machine delegated by a customer to use the services and/or facilities of a telecommunications network. [M.60 (93), 2182 ]

5. Any entity external to the network which utilizes connections through the network for communication. [E.600 (93), 1.4; E.800 (94), 2303 ]

6. In telecommunication service context: a human being using a service. In a technical context: a human being, an entity or a process. Note - A user will not necessarily be a subscriber of a telecommunication service. [F.500 (92), H.101]

7. A consumer of services. In this context "user" covers both "end user" as well as "user" as a client in any client server situation. In addition, content providers and service providers may also be considered to be users. [Y.130 (00), F.5]

8. See End User. [M.3050.1 (04), 3.36; M.3050.4 (04), B.2.23]

The vocabulary document 0082 contains another one:

9. An end user is an entity (a human being or a process, from a general perspective) who has been named by a subscriber and appropriately identified by a service provider, so that he might benefit from a service according to his associated rights and duties. An end user can be confused with a customer in the case of residential services. 

Very important are (7) and (8): they make an alignment between “end user” and “user”. It is proposed, to take this over in the IPTV world and make one definition for both.

Considering IPTV (6) seems the best definition, it is proposed to take this one to the IPTV definitions document:

User [ITU-T F.500]: In telecommunication service context: a human being using a service. In a technical context: a human being, an entity or a process. Note - A user will not necessarily be a subscriber of a telecommunication service

As other documents already mention, it is also here proposed to not distinguish between user and end user. So another entry is proposed:

End User: See User.

Subscriber

SANCHO offers 8 entries, the most relevant are:

1. A user of a telecommunication service, normally based on a contract with the provider of a public service. [F.500 (92), H.91]

2. The responsibility for payment of charges incurrent by one or more users may be undertaken by another entity designated as a subscriber. This division between use of, and payment for, services has no impact on standardization. [Q.1741.1 (02), 3.36; Q.1741.2 (02), 3.114]

3. The Subscriber is responsible for concluding contracts for the services subscribed to and for paying for these services. [M.3050.1 (04), 3.28; M.3050.4 (04), B.2.19]

Interesting is also this one:

4. The user of a mobile terminal. The terms "user" and "subscriber" are used interchangeably in this ITU-T Recommendation. [Q.1751 (00), 3.8]

The definition form M.3050.1 (3) is currently in the vocabulary document 0082.

In (2) the differentiation between “use” and “payment” is clearly elaborated, (3) contains in this respect the best definitions: it is the entity which has a contract and which pays for the service. 

As this definition is currently the one which is also in FG IPTV-DOC-0082, it is proposed to retain this (however an editorial change is needed: M.3050.1 instead of Q.3050.):

Subscriber [ITU-T M.3050.1]: The Subscriber is responsible for concluding contracts for the services subscribed to and for paying for these services.

Additional Information

On the difference between Subscribers and Users a good text can be found on the web site of the Finnish Regulator: 

A user of communications services means a natural person who uses a communications service. Often, the subscriber and the user of the service are the same person. However, this is not a rule: the difference between a subscriber and a user is often that the subscriber, e.g. an employer, educational institute or a parent, is obliged to pay for the costs incurred from the use of a communications service, although the subscriber does not exactly use the subscriber connection. Since the subscriber pays the bill, he needs to know whether the billing consists of the used services and whether the user has used the service as agreed. 

Companies and organisations may also subscribe to a communications service. The subscriber’s need to access information does not remove the user’s right to confidential communications and, therefore the subscriber of a communications service has limited access to information if another person uses the subscriber connection. 

http://www.ficora.fi/en/index/palvelut/svt/kayttaja.html

Customer

SANCHO offers 13 entries, the most relevant are:

1. An entity which receives services offered by a service provider based on a contractual relationship. It may include the role of a network user. [M.60 (93), 2055]

2. A corporation, organization or individual with telecommunications needs to be satisfied. [X.462 (96), 3.2]

3. The organization which has a business relationship with the service provider for the provision of network services to one or more end users. [X.160 (96), 3.4.1]

4. An organization which has a business relationship with a Service Provider for the provision of network services. A Customer may encompass one or more end users of telecommunications services. [M.3320 (97), 1.4.7]

5. The person or organization that uses the services provided by the network provider or the service provider. A customer can be a service provider as well. [Q.833.1 (01), 3.1.2]

6. The Customer buys products and services from the Enterprise or receives free offers or services. A Customer may be a person or a business. [M.3050.1 (04), 3.2; M.3050.4 (04), B.2.2]

The definition form M.60 (1) is currently in the vocabulary document 0082, amended by the following addition:

Customer: A customer is a legal representative who has the (legal) ability to subscribe to a service offering. 

Editor’s Note: A definition for customer is presently available in the document. This definition and that present in the document should be compared in order to come up with a unique one. ?? Customer should be an entity or person, entity has too much of legal meaning, but human are entities. Maybe it's worth elaborating on this.

Discussion

From the above it can be derived:

· The customer has a legal/contractual relationship with the Service Provider.

· The customer may also act as a service user.

· The customer can be a Service Provider itself.

The first two statements are also valid for the “subscriber”. The third statement comes from the general use of “customer” in a “customer/supplier”-relationship. In this respect one service provider might be customer of another service provider or a service provider might be customer of a network provider.

It is therefore proposed to avoid the term “customer” whenever possible, use the term “subscriber” where appropriate, and keep the definition of customer so generic that any customer/supplier-relationship is covered. 

Proposal is to use a part of M.3320 resp. X.160, amended by Q.833.1 and adding the mentioning of the subscriber:

Customer An organization which has a business relationship with a Service Provider for the provision of network services. A customer can be a service provider itself as well as a subscriber.
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