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	Abstract:
	WTSA Resolution 95 (Hammamet, 2016) on ITU-T initiatives to raise awareness on best practices and policies related to service quality proposes how the studies related with quality regulatory approaches should be conducted by ITU-T, in close collaboration with ITU-D, on the study period 2017-2020. This Liaison Statement informs ITU-D SG 1 on the operational plan for implementing Resolution 95 approved in Question 1/12 of SG 12, seeking collaboration and relevant information from ITU-D on the status of quality regulatory framework deployed by the countries, bottlenecks faced by them as well as capacity-building opportunities available.


WTSA Resolution 95 (Hammamet, 2016) on ITU-T initiatives to raise awareness on best practices and policies related to service quality recognized the importance of the ongoing work on this field being developed on ITU-T. Also, the Resolution proposes how the studies related with quality regulatory approaches should be conducted, in close collaboration with ITU-D, on the next study period, indicating some deliverables to be developed by SG12 and other relevant ITU-T Study Groups. 

Among other important provisions, the WTSA-16 Resolution 95 indicated as important topics to be studied in the next study period: 

· guidelines and best practices for establishment of national quality measurement frameworks suitable to perform QoS and QoE measurement, especially in developing countries, identifying human and institutional capacity-building necessities of these countries;

· strategies to make users informed about the quality of the services offered;

· QoS/QoE evaluation scenarios and testing methodologies;

· sampling methodologies for QoS measurements at a local, national and global level;

· references relating to minimal satisfactory key performance and key quality indicators for evaluating the quality of services;

· promoting participation of regulators, operators and suppliers in wider operational and regulatory discussions about new strategies to deliver better QoS and QoE to users.

Furthermore, the Resolution instructs the Director of TSB, in close collaboration with ITU-D:

· to assist developing and least developed countries in identifying human and institutional capacity-building opportunities for establishing national quality measurement frameworks;

· to conduct activities in each region in order to identify and prioritize the problems faced by developing and least developed countries related to the provision of acceptable service quality to users;

· to assist developing and least developed countries in elaborating and implementing actions to improve service quality and keep users informed.
The full text of the referred WTSA Resolution 95 (Hammamet, 2016) can be found in the link below: https://www.itu.int/pub/T-RES-T.95-2016.
Based on the clear directions given by WTSA Resolution 95 (Hammamet, 2016), SG12 has approved an Operational Plan for implementation of this Resolution (see Annex 1), identifying the operative provisions, what would be the deliverables, who would be responsible for developing them and reasonable deadlines for all the work.
Request for action:

Given the background information on WTSA Resolution 95 (Hammamet – 2016) and the necessity of collaboration between ITU-T and ITU-D on initiatives to raise awareness on best practices and policies related to service quality, ITU-T SG12 would appreciate ITU-D SG 1 collaboration and relevant information that surely will be useful to accomplish the aforementioned challenges. 
Valuable inputs on the status of quality regulatory framework deployed by the countries, bottlenecks faced by them, strategies for collecting data on QoS/QoE among the countries, examples of questionnaires already disseminated on QoS/QoE matters, focal points on quality matters already identified among the countries (mainly from regulatory bodies) as well as capacity-building opportunities available for developing and least developed countries would be really welcomed.

ANNEX I

Operational Plan for Implementation of WTSA Resolution 95 (Hammamet, 2016)

	ID
	Directives
	References 
(Res 95)
	Activities
	Responsabilities
	Time Plan
	Status
(Jan/2017)

	Level 1
	Level 2
	
	
	
	
	
	

	1
	1.1
	Promote wider participation of regulators, operators and suppliers in the international debate on service quality
	Resolves (4)
Instructs ITU-T SGs (5)
	Conduct outreach activities, e.g., workshops
	SG12, QSDG, SG12 RG-AFR
	continued
	QSDG workshops being conducted. More open events needed.

	
	1.2
	
	
	Produce publication/advertisement material for SG 12
	TSB
	Sep - 2017
	Actions needed

	2
	2.1
	Raise awareness on the importance of deploying QoS and QoE measurements and also keeping users informed about the results 
	Resolve (2 and 4)
	Recommendations on strategies to give transparency on quality measurements to end users
	QALL 
(with inputs from QSDG, SG12 RG-AFR, ITU-D)
	2017-2018
	Y.FMIPQoS and E.QMME highlight the importance of giving tranparency on the measurement results. Further material needed.

	
	2.2
	
	
	Training material
	ITU-D
	Sep 2017
	LS sent to ITU-D SG 1 asking information on traning material already available

	
	2.3
	
	
	Publication material
	TSB
	continued
	On demand

	3
	3.1
	Identify and prioritize problems faced by developing and least developed countries related to the provision of acceptable service quality to users;
	Instructs TSB (2)
	Questionnaire on status of QoS, QoE and user satisfaction regulatory approaches
	Q1/12
	Sep-2017
	First draft discussed 

	
	3.2
	
	
	List focal points on quality matters among countries
	LS Rapporteur on Res 95
	Sep-2017
	LS sent to Regional Offices

	
	3.3
	
	
	Disseminate questionnaire and follow up through BDT and Regional Offices
	SG12, QSDG, SG12 RG-AFR, ITU-D, TSB, BDT
	Sep-2017
	Waiting questionnaire approval


	ID
	Directives
	References 
(Res 95)
	Activities
	Responsabilities
	Time Plan
	Status
(Jan/2017)

	Level 1
	Level 2
	
	
	
	
	
	

	4
	4.1
	Assist developing and least developed countries in establishing a national quality measurement framework suitable to perform QoS and QoE measurement
	Resolves (3)
Instructs TSB (1 and 3)
Instructs SGs (1, 2, 3 and 4)
	Handbook with countries' experiences in establishing a national quality measurement framework
	Q2/12
	TBD
	Being done

	
	4.2
	
	
	Recommendations on strategies to establish national quality measurement framework suitable to perform QoS and QoE measurement;
	QALL
	2017-2020
	Actions needed

	
	4.3
	
	
	Recommendations on sampling methodologies for QoS measurement
	QALL
	2017-2020
	Actions needed

	
	4.4
	
	
	Recommendations with minimal satisfactory key performance and key quality indicators for evaluating the quality of services
	QALL
	2017-2020
	Actions needed

	
	4.5
	
	
	Recommendations on QoS and QoE evaluation scenarios and testing tools
	QALL
	2017-2020
	Actions needed

	
	4.6
	
	
	Identify capacity-building opportunities
	ITU-D
	Sep-2017
	LS sent to ITU-D SG 1 asking information on traning material already available


_________________
