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Priority area

Place a tick against the area to which your proposal relates:

	Enabling environment
	

	Telecommunication/ICT policy and regulatory issues, including ICT economics (market analysis, cost modelling and tariffs) and statistics (indicators, measuring the information society).

	Infrastructure 
	

	Development of fixed, mobile and broadband networks, including broadcasting networks and spectrum management, next-generation networks, rural communications, emergency telecommunications and disaster relief.

	Applications
	(

	Specific applications for the use of ICTs, including, inter alia, e-government, e-health, e-ecology and climate change, etc., and fostering security and confidence in the use of ICTs, including protection of children and youth.

	Proposal within the framework of the programmes

Select the method of implementing the proposal:

	Establish tools
	

	Develop educational materials
	

	Information exchange (symposia, seminars, publications, research) 
	

	Direct assistance to countries, including projects
	(


Description of the proposal
Contemporary approaches to regulating the quality of telecommunication service provision are essentially based on the identification of different (primarily technical) indicators of the functioning of given items of equipment or software used in the provision of those services, or on the calculation of statistical indicators reflecting the ratio between the number of times a service is successfully delivered and the total number of attempts to obtain it. An approach which focuses on the distribution of quality of service provision by class, with subsequent publication by operators of information on the level of quality being provided, is now a topic of quite active discussion, being based as it is on the principle of normalization of technical indicators. It is to be noted that, despite the fairly high level of objectivity of this approach, it may not be sufficiently convenient for the end user, from whom it requires a certain understanding of the principles underlying the functioning of telecommunication networks and infocommunication services.

In turn, such an important quality indicator as customer complaints is now used primarily for determining the critical threshold (ratio of the number of complaints to the total number of subscribers) beyond which it is desirable to have the supervisory body conduct an audit of the operator. It should be noted, however, that it is precisely the subscriber’s subjective viewpoint that is often taken as the basis for shaping the demand for the services of a particular operator. Under such conditions, the use of customer complaints alone as a source of statistical information is not altogether understandable.

The use of the content of complaints (customer statements) as a basic quality indicator may become an important step for increasing the quality of telecommunication service provision and also for the establishment of a competitive market based on qualitative approaches. 

Within the framework of the proposed project, the aim is to create an operating model of a system, based on centralized logging of subscriber complaints, for controlling the quality of the telecommunication services provided by telecommunication administrations, with the model being implemented on the basis of the Administration of Ukraine. This calls for:

–
development of methodologies for the expert analysis of customer statements (complaints are not always objective and may stem from a lack of understanding on the part of the subscriber of the principles of service provision, or a lack of familiarity with the use of equipment and software);

–
development of methodologies for identifying the degree to which the operator is responsible for the complaint received (from the subscriber’s point of view, only the one selling the service is at fault, whereas from the operator’s point of view, responsibility for the non-provision or inadequate provision of a service may lie with another operator, another subscriber’s terminal equipment, the service’s server equipment, etc.;

–
creation of software and hardware platforms for receiving, logging and publishing subscriber complaints;

–
validation within the Ukrainian telecommunication market of the solutions put in place.

Implementation of this project will enable an assessment to be made of the effectiveness of an approach based on the establishment of a competitive environment by informing potential subscribers about how efficiently telecommunication operators in a given region deal with complaints from existing subscribers. If validation has been achieved, the aim is to conduct community studies for the purpose of assessing the effectiveness of the proposed approach on the basis of the trial segment, and to take a decision as to the feasibility of applying such an approach in the other countries of the CIS region or other countries of the world.

The estimated cost of implementing the project is USD 100 000, of which:

–
USD 80 000: cost of conducting scientific research to serve as the basis for development of appropriate methodologies and software for automating the process of receiving, logging and publishing subscriber complaints;

–
USD 20 000: cost of the validation exercise and of conducting community studies to assess the effectiveness of the proposed method.

–
Expected duration of the project: two years.

–
Proposed funding arrangement: 100 per cent ITU-funded, with subsequent return of funds from telecommunication administrations having deployed the system.

–
Prerequisites for implementation of the project: support from operators and from the telecommunication administration.
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