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COMMONWEALTHOFDOMINICA
STATUTORY RULES AND ORDERS No. 13 oF 2008.

REGULATIONS

Made by the Minister under section 74 of the
Telecommunications Act, 2000 (Act No. 8 of 2000).

(Gazette 29" May, 2008.)
1. These Regulations may be cited as the- Short fitle.

TELECOMMUNICATIONS (QUALITY OF
SERVICE) REGULATIONS, 2008,

2. These Regulations shall come into force on the date of its ~ Commencement.
publication in the Gazette.

3. Inthese Regulations— Interpretation.
“Act” means the Telecommunications Act 2000; Act No. & of 2000,

“Billing accuracy” means the measure of the number of incorrect
bills per 1000 bills issued where an incorrect bill is one
which has been determined by the telecommunications
provideror Commission to have been issued with an error;

“Call completion success rate” means the percentage of originated
calls successfully completed where a successfully
completed call is established by a successful connection to
the called number although the called party may not
answer;
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“Commission” means the National Telecommunications
Regulatory Commission established by section 8 of the
Act;

“Compliance manual” means a document that includes details of
work processes and information systems concerningcriteria
and parameter treatment, and details of algorithmic
treatment of parameter calculations;

“Connection of service™ means the interval between approval of
anapplication fora service and the provision ofthe service
by the telecommunications provider;

“Customer Care Service Answered and Attended” means the
duration from the instant when the address information
required for setting up a call is received by the network to
the instant a human operator answers the calling party to
provide the service requested where the service provided
is not wholly automatic or does not employ the use of a
voice response system;

“ECTEL” means the Eastern Caribbean Telecommunications
Authority established by Article 2 of the Eastern Caribbean
Telecommunications Authority Treaty signed at St.
Georges, Grenada on 4th May, 2000

“faultreport” meansareport of disrupted or degraded service that
is made by a customer and is attributable to the network of
the telecommunications service provider or any
interconnected public network, and that is not found to be
invalid;

“Force majeure” means any event or effect that can be neither
anticipated nor controlled and includes both acts of nature
such as earthquake, flood, lightning and hurricane, and acts
of people such as riot, strike, civil disorder, declared state
of emergency and war or any similar act which the
Commission determines to be force majeure;
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“loss of Service” means the interruption of the transmission,
conveyance or routing of voice, data, audio, video, or any
other information or signalsthat the consumerhasengaged
the services of telecommunications provider to ensure
that transmission, conveyance or routing occurs;

“peak period” means a twelve hour period of the day, between
6:00 am and 8:00 pm, on Monday to Friday and special
days, that the relevant telecommunications provider
designates asthe period of high level oftelecommunications
traffic on its network;

“planned disruption of service” means the scheduled or planned
downtime of the telecommunication service by the
telecommunications provider;

“quality of Service™ means the measurement of the performance
foratelecommunications network and the degree to which
the network conforms to the stipulated parameters;

“quarter” means a period of three months ending 3 1* March, 30"
June, 30" September or 31* December in a calendar year;

“reconnection time” means the period between the seftling of
outstanding amounts by the customer and the resumption
of service;

“reconnection of service” means the restoration of
telecommunications service by the telecommunications
provider after the telecommunications providerorits duly
authorized agent receives overdue payment from the
customer;

“reported fault cleared” means the duration from the instant a
fault has been notified by the customer to the published
pointof contactofthe telecommunications service provider
tothe instant when the service or service elementhasbeen
restored to normal working order;
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“reseller of Service” means a telecommunications provider
engaged in the subsequent sale or lease on a commercial
basis with or withoutadding value, of a telecommunication
service provided by a telecommunications provider on a
wholesale basis;

“service level agreement” meansa formally negotiated agreement
between a wholesale service provider and a reseller of
service with the main purpose of agreeing on the level of
service the wholesale service provider provides to the
reseller of service;

“service level objectives” meansthe level of service the wholesale
service provider and the reseller of service agree on and
usually include a set of service level indicators such as
availability, performance and reliability;

“gpecial days” means Christmas Day, New Year’s Day and
Mothers’ Day;

“standard installation” means an installation where the necessary
equipmentto carry out the installation is readily available
and no significant additional resources are required;

“universal service provider” means a telecommunications provider
that is required to provide universal service;

“unreported fault cleared” means the duration from the instant a
fault has been detected by the telecommunications service
providertothe instant when the service orservice element
has been restored to normal working order.

Application 4, (1) These Regulations apply to a telecommunications
provider of any of the following telecommunications services:
{a) PublicFixed Telecommunications Service;
(b) Public Mobile Telecommunications Service;

(c) Internet Service.
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(2) The Minister may, by Order published in the Gazette
amend sub-regulation (1) to add to or remove any of the services
to which these Regulations apply.

5. The quality of service criteria and parameters in respect
of -
fa) Public Fixed Telecommunications Service areset out
in Schedule 1;

{6) Pubic Mobile Telecommunications Service are set
out in Schedule 2; and

{c) Internet Service are set out in Schedule 3.

6. The Commission may, after consultation with ECTEL,
determine the content, form and manner of publication of
information on the quality of service to be provided by a
telecommunications provider to its customers.

7. Nothing in these Regulations shall exempt a universal
service provider from complying with the established quality of
service criteria and parameters.

8. (1) TheCommissionmay,afterconsultation with ECTEL,
and having regard to market needs or the regulatory objectives of
the Commission make recommendations to the Minister to amend
the service criteria and parameters set out in the Schedules.

(2) TheMinister may, uponreceipt ofarecommendation
from the Commission, amend the Schedules to these Regulations
by Order published in the Gazette.

9. (1) Atelecommunications providermay inadditiontothe
criteria setout herein adopt additional service criteria or parameters
to determine its level of quality of service.

(2) Where a telecommunications provider adopts
additional criteria in accordance with sub-regulation (1) and
introduces procedures and information systems intended for the
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14. A telecommunications provider shall retain quality of
service data as well as all measurements and related records for
a minimum period of eighteen months after the end of the
reporting period or until such time as the Commissionmay direct.

15. (1) A telecommunications provider shall submit to the
Commissionon a quarterly basis a report on its achievements for
each of the service criteria and parameters set out in the
Schedules to these Regulations for the last reporting quarter.

(2) The telecommunications provider shall submit the
report referred to in sub-regulation (1) on the last working day of
the month following the end of the quarter.

(3) Whereatelecommunicationsproviderhasnotattained
the service criteria and parameters set out in the Schedules
hereto, the telecommunications provider shall state the reasons
therefore and the time period within which it shall attain the
required service criteria and parameters.

16. (1) In the event of a natural disaster or other case of
Jorce magjeure affecting quality of service, atelecommunications
provider shall within the reporting period in which the natural
disaster or other case of force majeure occurred-

(a) provide the Commission with satisfactory
information withregard to compliance with quality
of service requirements during the
reporting period; and

(b) makeavailabletothe Commissionand the public
detailsofthe achieved level of compliance during
the reporting period.

(2) TheCommissionmay take into account factorsrelating
to:
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fa) any changes in environmental or operating
conditions that could not have been reasonably
foreseen by the telecommunications provider; or

(b) anyservicedeficiencies thatarise partly or wholly
fromthe operations of another telecommunications
provider,

which may affect the ability of a telecommunications provider to
achieve the quality of service criteria and parameters as set out
in the Schedules.

(3) Where a telecommunication provider is unable to
submit a report during the relevant quarter as a result of a natural
disaster or a case of force majeure, he may apply to the
Commission in writing for an extension of time,

(4} In the event of a natural disaster or a case of force
majeure, the Commission may exempt a telecommunications
provider from the obligation to submit 2 report during the quarter
in which the natural disaster or the case of force majeure
occurred until the subsequent quarter.

17. (1) A telecommunications provider shall, before it
concludes a contract with a customer, make available to that
customer clear and up-to-date information on its quality of service
for each service that it is licensed to provide.

(2) MNotwithstanding sub-regulation (1), before the last
working day of January each year, a telecommunications provider
shall publish on its website and in one newspaper of wide
circulation in Dominica-

(a) clear and up-to-date information on the average
performance levelsachieved during the previous
year compared with each criterion and parameter
detailed in the Schedules to these Regulations;

Making available
information to ¢ustomer.
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(b) clear and up-to-date information onthe minimum
and average quality of service levels it proposes
to provide to customers in the course of the year.

Advance Notice 18. A telecommunications provider shall give customers
advance notice of planned interruption of service by publishing the
notice in the electronic media or the print media.

Compliance and 19. (1) NotwithstandingRegulation |7, atelecommunications

Enforcement provider to whom these Regulations apply shall comply with the
obligations provided for in these Regulations within six months of
the coming into effect of these Regulations.

(2) Atelecommunications provider who-

a} fails to comply with these Regulations after six
months have elapsed from the coming into effect
of these Regulations;

(b} fails to submit during a time period specified in
these Regulations or by the Commission,
information requested by the Regulations;

(c) submits or publishes false or misleading
information relating to quality of service; or
obstructs or prevents an investigation by the
Commissionofthequality of service measurement,
reporting or record keeping procedures,

commitsan offence and shall be liable to the enforcement
measures outlined in the Act including suspension of its
licence as provided for in section 40 of the Act.

(3) Without prejudice to sub-regulation (2), the
Commissionmayalso require the telecommunications provider -

fa) to implement a remedial plan to improve the
quality of service of the relevant services over a
period to be determined by the Commission; and
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(b) topublishadditional information aboutthe quality
of the relevant service and, if so determined by
the Commission, itsimplementation of the remedial
plan,
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SCHEDULE 1 (Regulation 5)
Quality of Service Criteria and Parameters Year! | Year2 Year 3 Compliance
Public Fixed Telecommunications Service
1  Maximum waiting time for connection of service | 14 10 7 >90%
{working days)
2 Unreported faults cleared within 24 hours 70% 75% 30% Not applicable
3 Unreported faults cleared within 48hours 80% 85% 90% Not applicable
4  Unreported faults cleared within 72 hours 90% 90% >90% Not applicable
5  Reported faults cleared within 24 hours 80% 90% >90% Not applicable
6 Reported faults cleared within 48hours 90% 95% >95% Nat applicable
7  Reported faults cleared within 72 hours 95% >05% >98% Not applicable
8 Loss of service not to exceed (days) 7 5 3 Not applicable
in a 30 day period
9 Call completion success rate for local calls 80 85 90 Not applicable
during peak period (percent)
10 Call completion success rate for International 75 80 g5 Not applicable
calls during peak period (percent)
11 Number ofbilling errors per 1000 bills 10 8 5 >90%
12 Percentage of calls to customer care service 70 5 80 Not applicable
answered and attended to in 20 seconds
(percent)
13 Reconnection of service after payment of 5 4 3 85%
overdue amounts within period (Business hours)
14 Advance Notice for planned disruption of 48 48 48 95 %

service (hours minimum}
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(Regulation 5)
SCHEDULE 2

Quality of Service Criteria and Parameters Year 1 Year2 Year3 Compliance
Public Mobile Telecommunications Services

[ Maximum waiting time for connection of 3 2 2 85 %
service (working days)

2 Repeated loss of service not to exceed 3 2 1 90 %
(days) in a 30 day period

3 Call completion success rate for local 85 95 98 Not Applicable
calls during peak period (percent)

4 Call completion success rate for International 80 85 90 Not Applicable
calls during peak period (percent)

5  Number of billing accuracy errors per 1000 bills | 10 8 5 >95%

6  Percentage of cails to customer care service 70 75 80 Not Applicable

answered and attended fo in 20 seconds

{percent)

7  Reconnection of service after payment of 5 4 3 >90%
overdue amounts {post paid} within period

(Business hours)
8 Advance Notice for planned disruption of 48 48 48 95 %

service (hours minimum)
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SCHEDULE 3
Quality of Service Criteria and Parameters Year 1 Year2 Year3 Compliance
Internet Services

1 | Maximum waiting time for connection of 14 10 7 90 %
service (working days)

2 | Access time to ISP for dial up connection <90 secs | <60secs | <60 secs 90%

3 | Repeated loss of service not to exceed 1 1 0.5 90 %
(days) in a 30 day period

4 | Isolation of a geographical area affecting 5 3 2 95%
more than 50 customers; number of incidences
in a 30 day period

5| Reported faults per 100 subscribers for a <3 3 <3 90%
30 day period

6 | Redress complaints within 7 days in respect 80 & 90 | Not Applicable

of provision or disconnection of Internet
access (%)

7 | Faultsclearance -

* within24clock hours 80% 90% 95%
* within72clockhours 95% 97% 99% | Not Applicable
*  within3to 7 days 98% 99%, 99.5%
8 | Reconnection of service after payment of 5 4 3 7%
overdue amounts within period (Business
hours
9 | Advance notice for planned disruption of 48 2 48 >90%

service (hours minimum)

Made this 21* day of May, 2008.

REGINALD AUSTRIE
Minister for Telecommunications

DOMINICA
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