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1. QoS, QoE and Customer Satisfaction

QoS
Based on Networks
performance
* Coverage e QoS
* Speed e Time of response, lines
* Completed/droped calls, * Clear information and
reliability advertising
* Quality of voice * Freedom of choice
* Delay * Personal data protection
* Degree of congestion  Claim attention and solution
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2. New trends on QoS Regulation in LATAM

Telephony Broadband
Fixed Mobile Fixed Mobile
. . . Service Penalties . Penalties
Service Penalties . . Penalties . Service
Country apcelisy Targets T Measurement | Service quality| Targets S p— Measurement| quality |Targets| when |Measurement <ty Target when |Measurement
. set? audited? indicators? set ? audited?  lindicators| set? |targetsnot| audited? | Set? targets audited?
indicators? not met? not met? indicators/]
? met? not met?

Argentina Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes
Brazil Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes
(it Yes Yes No Yes Yes Yes No Yes Yes No* No Yes Yes No* No Yes

Golombia Yes Yes No Yes Yes Yes Yes Yes Yes No No Yes Yes Yes No Yes
Costa

Rica Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes No No No No
Ecuador Yes Yes No Yes Yes Yes No Yes Yes Yes No Yes Yes Yes No Yes
Mexico Yes Yes Yes Yes Yes Yes Yes Yes** No No No No No No No No
Peru Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes

Source: Cullen International and NRA websites.
*1n 2013, Subtel (NRA from Chile) published a proposal for establish minimum QoS targets for Broadband, but proposal has not been approved yet.
** Mobile QoS indicators are measured only by NRA, not by operators.

* All eight Latin American countries have imposed minimum QoS targets for Fixed and Mobile Telephony.
* 5 of 8 countries have imposed minimun QoS targets for Fixed Broadband.
* 5 of 8 countries have imposed minimum QoS targets for Mobile Broadband.

There is a marked trend in LATAM to regulate QoS by establishing

indicators, target values, penalties and audits.



2. New trends on QoS Regulation in LATAM

Average Fixed Broadband Index(!) by Region

1.71 Average Broadband Index
: in LATAM is increasing,
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(1) BroadBand Index: Based on test results from Ookla Speedtest (http://www.speedtest.net/), this index compares and ranks consumer download speeds, mostly fixe(LJ



http://www.speedtest.net/

2. New trends on QoS Regulation in LATAM

Evolution of Average Broadband Index by Country - LATAM
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2. New trends on QoS Regulation in LATAM

Average Mobile Index(!) by Region
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Source: Netindex — Ookla (June 2015) ®
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(1) Mobile Index: Based on test results from Ookla Speedtest iOS and Android apps (http://www.speedtest.net/mobile/), this index compares and ranks mobile Internet

download speeds around the globe.



http://www.speedtest.net/mobile/

2. New trends on QoS Regulation in LATAM
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2. New trends on QoS Regulation in LATAM

Evolution of Average Mobile Index by Country - LATAM
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3. Measuring Customer Satisfaction in Peru: Surveys (1/3)

Satisfaction of Users of Public Telecommunications Services

LEVEL OF SATISTACTION

SERVICES 2014
Fixed Telephony 66.43
Mobile Phone 64.52
Fixed Internet access 64.84
Mobile Internet Access 66.24

Source: Study lead by Ipsos Apoyo - Feb 2014
Elaboration: OSIPTEL - GPSU
Valoration Scale Value

Very satisfied 100
Satisfied 75
Neither satisfied / nor dissatisfied 50
Dissatisfied 25
Very dissatisfied 0

OSIPTEL has developed a methodology that
measures customer preferences, based on:

a) The quality of service provided by the
operators

b) The service provided

c) Billing

d) Plans and promotions
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3. Measuring Customer Satisfaction in Peru: Surveys (2/3)

User Satisfaction Attributes (QoE)

ATTRIBUTES Movistar Claro
FIXED INTERNET SERVICE SATISFACTION
Service Availability 59% 78%
Quality of Service (non-interrupted, non-interfered, etc.) 56% 70%
QoS — . .
Navigation speed 55% 68% i
Minimum navigation speed guaranteed (10%) (now 40%) 54% 66% Fixed

BUSINESS OFFICE ATTENTION SATISFACTION Internet

Waiting time for attention 34% 36% .
Clarity of response 36% 35% Service
Problem solving 34% 33%

Ease to file a claim 38% 38%

Speed for answering calls 43% 46%

Clarity of response 41% 42%

Problem solving 43% 45%

Claim procedures 42% 43%

)

Source: Research by IPSOS APOYO - February 2014
Method: Top two box (Porcentage of answers “Very satisfied” and “Satisfied” out of total, scale 1 to 5).
Baseline: Movistar: (1044) Claro: (188)

-
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3. Measuring Customer Satisfaction in Peru: Surveys (3/3)

User Satisfaction Attributes (QoE)

ATTRIBUTES Movistar Claro
BILLING
Delivery 59% 70%
Clarity 58% 71%
Due date 60% 68% Fixed
Billing information (correspondence with contracted items) 61% 67% Internet
Service
Clarity of information 54% 62%
Availability of relevant information on P&P 51% 64%
P&P compliance 53% 65%
Phone Procurement 51% 66%

Source: Research by IPSOS APOYO - February 2014
Method: Top two box (Porcentage of answers “Very satisfied” and “Satisfied” out of total, scale 1 to 5).
Baseline: Movistar: (1044) Claro: (188)
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4. Regulation of QoS in Peru

For fixed and mobile services

1. On field measurements. A number of measurements are collected in order to get
statistical sample. Indicators calculated:

- Coverage quality

- Voice quality

- SMS end to end delivery time

- Minimum throughput accomplishment (speed test)
Drive Test: automated collection:

Technician with measurement equipment or probes deployed -
automated collection:




4. Regulation of QoS in Peru
For fixed and mobile services

2. Network based measurement: Using data collected by operators systems.
Indicators calculated:

Network counters, OSS,
other systems

- Non successful establishment ratio
- Drop calls ratio

- Human Operator response

- Service availability

««AZ»»

W reless mobile

Fixed voice service "—"—"-'&"'”
—

Fixed Internet service - ADSL

Network operator



4. Regulation of QoS in Peru
For fixed and mobile services

Measuring Internet Speed

* 3 points of measurement:
a) ISP (Core of the network)
b) National interchange point

c) International Access Point:
Datacenter: i.e. TERRAMARK
(Americas’s NAP)

* Measurements are carried out by: qeﬂ

a) Users (web tools)

b) ISPs (If more than 100,000 subs,
must implement a monitoring
system)

c) Regulator (ISP must guarantee
40% of contracted speed by user)

w

. Regulator

<3 osiptdl

Final Service

e ISP core anternational Access
- Point to Internet

° NAP Peru

National International




4. Regulation of QoS in Peru: Mobile Coverage

JLO0

3232632873 o
JOO00D ‘
25000

20000

0 g TND. TND D D 0
x}“ .ég, éi‘ d’” ,&é‘ +¢ 1‘3\0 \9\0 ,.0\(\ .f.\\ “.0\\ _\9\\ {)\\ ’\0\\ @\s 'Q\*, ’!90 _QQ _0\‘, ~°¢: ‘9\. &\b F ‘@\t 'F'\b ’D\:
. v v v 2
500048 e S e e S e AR SR LB L e
o
S

s OO LRTURA CLARD —— CODLATURA MOVISTAR e COBERTURA NEXTTL

CORERTUSA BITEL

2 por. moedia mdal (CORERTUNA L) ANY)) 2 por, madia Mol {OCORERTURA MOVISTANR)

= Lineal (COERTURA BITEL)
Since Coverage Regulation was in force (October, 2013) reports were reviewed by operators, Q
decreasing 50% aprox. the number of declared small towns

)

\



4. Regulation of QoS in Peru: The role of users

Service conditions in real time (QoS):
e Signal coverage — Antenna power

* QoS between operators

http://teveo.pe/ * Upload and Download speed

Compare 1 catidad de Jedrfonss » intemes movl

Percentage of dropped and unsuccessful calls




3. Regulation of QoS in Peru: Coverage information systems

http://www?2.osiptel.gob.pe/CoberturaMovil/

el o e Georeferenced
— views of mobile
coverage reported
by operators.

Seczconnr Ozera|es)
st ® v @ ¥vose @ ¥ oo

Vier Regertes i0) Aporar ¥ Bl Sh Cobertira

Users can interact
with the system by
sending coments
(to confirm or
refuse information
reported)

-

Buscer resores: L

La hfomaczon de Cotertura Nowt que “jura en esta
bemamicrta Web ha aido propaccideads  por sa
ampresas cperatoras. bats idirnacn ssti suets a
werfcacién y modificacén par Osptel
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http://www2.osiptel.gob.pe/CoberturaMovil/

5. Regulation of other attributes: maximum times for attention

General | 8= Failure Attention System Rate
Indicators s % of time without attention

Time for Attention Indicator
Peer to Peer ? % of attentions within |5 minutes from arrival to comercial offices

Indicators ‘A ' ) | Dropping out Indicator

% of users that leave offices before attention

Dropped out call Indicator

By phone
Attention
Indicators

% of not ended calls

Efectiveness in voice attention

% of sucessful calls (time until getting in contact to a human operator)

O

Operators should publish monthly the results of this indicators.



5. Regulation of other attributes: New Claim Procedure Regulation

Promoting effective agreements between customers and operators

Anticipated decision of claim  Anticipated decision of appeal

* The one submitted by telephone
should be recorded (11.03.2015)

Decision or deal Decision or deal
oefore the procedure before the user
starts appeals

Claims
(First stage)

Immediately
* Now, they could be also Include the entire
submitted by telephone. — request of user
Appeals * They should be recorded too Must be accepted by

(Second stage)| (11.03.2015) the user. (Recorded)

and complaints|
User does not accept User does not accept

‘ Claim ‘ APPeaI

CNEW 7eN




5. Regulation of other attributes: New Claim Procedure Regulation

More time to submit a claim and less time for processing it

Former Regulation
To file complaints:

New Regulation
To file complaints:

Billing Claims: up to 2 months after the expiration

Billing Claims : after the expiration
date of the bill.

date of the bill.

Payment request Claims : after the
request of payment.

Payment request Claims: Up to 2 months after the
request of payment.

To send

Resolution Notification Reconsideration Notification Az e Notification

a) Directive 30 10 30 10
b) Regulation 20 5 0 5
c) Saving (a-b) 10 5 30 5

Companies .

30 —> 20 days Directive Regulation

TRASU 130 days 60 days

30 —> 25 days (O

Procedure time is reduced in 54%

~
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5. Regulation of other attributes: New Claim Procedure Regulation
Improving access to the claim procedure: the digital claim file

CLAIM FILES available through
the operators VWEBSITE.




5. Regulation of other attributes: New Claim Procedure Regulation

OSIPTEL: Closer to customers

ECUADOR COLOMBIA

23 Regional Offices

7 Guidance Centers
for Users

OCEANO
PACIFICO

VIAINOS8

LEYENDA

@ OD Q]

e |
CHILE




6. Regulatel Working Group on User Protection

- *XV REGULATEL Plenary - San Jose - Costa Rica,
WG Creation | Roiwepyy

*Lima - Peru. 18 - 19 September, 2013

*OSIPTEL was appointed as Coordinator of the WG
*Projects were launched

+1rst International Seminar on Consumer Protection

1rst Meeting

4 M) < Participation on REGULATEL WG meetings and
Contribution Plenay Sessions.

to *Presentation of projects outcomes: regional diagnosis,

REGULATEL WG website, QoS

*Invitation to members to present contributions

+Lima — Peru. 25 - 26 September, 2014
+Agenda in course (projects)
2nd Meeting *Best Practicg recogniti_on: QoS and QoE
*2nd International Seminar on Consumer TN

Protection k )
)




6. Regulatel Working Group on User Protection

11l International Seminar on

Protection of Rights of Users g.egiona! Recog’}’“"”
° . lagnos:s: (0)
of Telecommunications Customer Best Practices
Services: Protection and 2015
00S - 3" ed.
“The Role of ICT in the Customer Experiences,
. . complaints/ lessons
Protection of Rights Users of dssistance learned

Telecommunications Services”’

Protection
regulatory

(01,02 September 2015 — On line) framework
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