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LEGAL NOTICE NO. 41 OF 2023
Lesotho Communications Authority (Quality of Service) Rules, 2023
Pursuant to Section 5(1)(c), 6(1) and 15(1)(a) of the Communications Act, 2012",
NIZAM GOOLAM

being the acting Chief Executive of the Lesotho Communications Authority
make the following Rules:

Citation and commencement

t. These Rules may be cited as Lesotho Communications Authority (Qual-
ity of Service) Rules, 2023 and shall come into operation on the date of publi-
cation in the Gazette.

Scope and application of the Rules

2. These Rules prescribe the minimum standards for quality of services
which shall be applicable to licensees providing voice, data, postal and courier
services.

Definitions

3. In these Rules, unless the context otherwise requires -

“customer” means any person who is or may in future be an end user of
communications services;

“delay” means failure to deliver a postal item within the agreed time;

“fault” means a state where the network does not meet the service spec-
ifications and some repair action is required;

“inquiry” means a formal hearing held by the Authority;

“measurement” means a numerical value that is obtained by using a
measurement method;
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“measurement method” means the method of measuring a parameter that
is identified in the Schedules of Measurements set out in these Rules;

“parameter” means a measurable characterization of the quality of an
aspect of a service as set out in Schedules 1 and 2;

“quality of experience” refers to the consumer perception or experience
of the quality of the service offered;

“quality of service” means the totality of characteristics of a communi-
cation service that bear on its ability to satisfy stated or implied needs,

“reporting period” means the period of time over which measurements
are taken and recorded when the Authority performs quality of service
measurements;

“service accessibility” means network ability to grant customers access
to the service requested;

“service integrity” means the quality of the transmitted content once the
service has been successfuily accessed by the end-user;

“service level agreement” means service level agreement which is part
of a service contract where a service is formally defined; and

“service retainability” means network ability to maintain or retain service
upon being successfully accessed until the customer voluntarily termi-
nates the service.

Objectives

4.

(1) The objectives of these Rules are to -

(a) implement a quality of service regulatory framework in
which the quality of a service will be measured, reported
and published based on definitions and measurement
methodology prescribed in these Rules;

(b) create conditions for customer satisfaction by making
known the quality of service which the licensee provid-

SSEE
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ing voice, data, postal and courier services is required to
provide and the customer has a right to expect;

(c) improve the operations and performance of intercon-
nected networks;

(d) make information on a quality of service available to
help consumers to make informed choices of a service
and service provider; and

(e) protect the interest of consumers of voice, data, postal
and courier services.

Monitoring
5. The Chief Executive Officer shall monitor the minimum standards for

quality of services provided by a licensee in relation to the following:

(a)
(b)
(c)
(d)
(e)
43)
(2
(h)

(1)

maobile voice service parameters;

mobile short message services (SMS) parameters;
data services parameters (web browsing)
streaming services parameters;

general services parameters;

call centre service parameters;

interconnection parameters;

customer perception or satisfaction with a quality service
provider licence; and

quality of service for postal and courier services,

as set out in Schedules 1 and 2.
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Licensee obligations

6. A licensee shall -

(a)

(b)

(©)

(d)

(e)

H

ensure that -

(i) communications services offered by a licensee
to consumers meet or exceed the targets as set
out in Schedules 1 and 2;

(ii) advertised offerings, in the case of data services,
include minimum guaranteed speed; and

(ili)  customers are provided with information regard-
ing the quality of services they purchase in order
for them to make informed decisions;

establish measurement systems consistent with the
framework proposed by the Authority;

keep a customer referenced log of faults or complaints
reported in relations to any parameter as set out in
Schedules 1 and 2;

ensure that SLAs entered into with customers stipulate
targets that are the same or better than those set in these
rules;

provide to the Chief Executive Officer, reports of meas-
urement results for the quality of service parameters as
requested by the Chief Executive Officer; and

not submit false or misleading information about its
quality of service performance.

Provision of information

7. (1) The Chief Executive Officer may require a licensee to provide
him with information, for purposes of monitoring and enforcing the quality of

service.,

il T T
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2) The Chief Executive Officer shall, where it requires information
under subrule (1), provide detailed specifications of the required information
and applicable response period.

(3) The Chief Executive Officer may conduct surveys or other stud-
ies to assess customer satisfaction or perception with the quality of service pro-
vided by the licensee.

4) The Chief Executive Officer may publish the quality of service
measurements on a quarterly basis or when required.

Investigations and inquiry

8. (1 The Chief Executive Officer may conduct investigations and in-
quiries to determine whether a licensee has contravened these rules.

2) The Chief Executive Officer shall afford the licensee an oppot-
tunity to make representations on the findings of the investigation and inquiry
process in order to enable the Chief Executive Officer to make an informed de-
cision.

(3) Where an inquiry is held in public, appropriate arrangements
shall be made to allow reasonable access to the inquiry.

(4 The Chief Executive Officer may publish findings of an inves-
tigation and inquiry.

Sanctions
9, (1) Where the Chief Executive Officer determines upon investiga-
tion, inspection or inquiry that there has been a contravention of any provision

of these Rules, the Chief Executive Officer may -

(a) direct the licensee to take corrective measures against
the contravention within a specified period;

(b} direct a licensee to issue a public apology;

(c) apply the following sanctions individually or concur
rently, direct a licensee to -
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(i) make compensation;
(ii) refund affected customers; or

(1ii)  pay a penalty not exceeding Two Million
Maloti.

(2) In the case where the Chief Executive Officer determines that a
licensee is unable to meet the targets set in the quality of service parameters as
set out in Schedules 1 and 2, the Chief Executive Officer may -

(a) reduce the licence term; or
(b) suspend or revoke the licence.

Determination of sanctions

10. In determining the applicable sanctions, the Chief Executive Officer
shall consider the following factors:

(a) the nature and seriousness of the non-compliance, in-
cluding -

(1) duration and frequency of the non-compliance;
(i1) undue gains from the non-compliance;

(iii)  extent to which the quality of service delivered
by licensee departs from the set targets;

(iv)  the impact of the non-compliance on consumers;
and

(v) the loss or risk of loss caused to consumers.

(b) the conduct of the licensee after the non-compliance, in-
cluding -

(i) the degree of co-operation with the Authority
provided during the investigations of the non-
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compliance; and

(ii) remedial steps taken since the non-compliance
was identified;

(c) previous record of the licensee, particularly -

(i) whether the licensee has previously been re
quested to take remedial action; and

(i1} general compliance history of the licensee.
Customer complaints

11. (1) These Rules shall not take away the right of a customer to have
their complaints dealt with and obtain redress where appropriate.

(2) The complaints shall be dealt with in accordance with these
Rules and the complaints procedures prescribed by the Chief Executive Officer.

Reconsideration
12. ) A licensee may request reconsideration, by the Chief Executive
Officer, of any decision that makes a determination or imposes a sanction in

terms of these Rules.

(2) The request shall be in writing and made within thirty days after
the Chief Executive Officer has made a decision.

3) The Chief Executive Officer shall, within thirty days of the re-
quest, make a final decision to grant or deny such request either in part or in
whole and state reasons for its final decision.

Repeal

13. , The Lesotho Communications Authority (Quality of Service) Rules,
2016 are repealed.
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DATED: 11TH APRIL, 2023
NIZAM GOOLAM
CHIEF EXECUTIVE OFFICER (a.i)
LESOTHO COMMUNICATIONS AUTHORITY
NOTE

1. Act No. 4 of 2012
2. L.N. No. 100 of 2016
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SCHEDULE 1

QUALITY OF SERVICE FOR VOICE AND DATA SERVICES
(Rule 6 (a)(i) and (c)

1.1 Mobile Voice Service Parameters

1.1.1 Call setup time
The time period staring from when a call 15

! made 1o a complete destination (target
telephone number) 1o the time of receiving a
rmg back or busy tone.

= o
1.1.2 Unsuccessful Call Ratio
The ratio of ful calls to the

of calls attempled in 4 measuremen! perod.

1.1.3 Call drop ratio

| The properttion of successfully csiablished
. calls that were dropped or ended by the
network before they can be ended by the
users,

1.1.4 Network availability

The ratio of time the network resources have
been available 1o the customer to the total
time of the measurement peniod.

Service

Accessibility

R
Recommendation
E 807

&
ETS1 EG 202 057-2

Time call alerting -
Dial time

Service
Accessibility

Service
Retanability

Network
Availability

1T
Recommendation
E.804

&
LTSI EG 202 057-3

Number of
unsuccessful calls

Total call attempts

1Ty
Recommendation
E.804

&
ETSI EG 202 037-3

ITY-T
Recommendation
£.804

Total of successlully
established calls

0 mmixio |

{est slations or
real traflic

Rulc %13

Test stations or

real iralfic

Test stations or
real iraffic

Test stations or
real iraffic

(a). (b (cy(1)or{mjupto 9
scconds; or
Not more than B scconds {(eXm)
M20,000 per cach additional |
| second beyond 9 seconds)
— e 2
Rule %(1} 1
Not more than 2 % of wﬂ.wen”w {e)i)or tn) up to
attempled calls . —nx..:v.
(M20,000 per each 0.5%
above 3%)
Rule % 1)
Not more than 2% of = {a). (b (c)) or (njupto
successfully cstablished 2.5%, or
calls (e}
(M20.000 per cach 0.5%
abovce 2.5%)
4 S WAl ot SN S P = 1
{ Rule 9 1)-
Mol lgss than 99 99 % for (). (b, {cXi} or(ii) down 10
MSCigore/Evolved Packet 99 89%; or
Corc {LPC) (Y}
& (M20,000 for cach 0.01%
below 99.89% for MSC/
core/ FPC)
&

Mot less than 95% lor

1 Rale %1 )-
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AL B A s e - ST T R
e —— . : e ———

{a}, (b), {cK1) or (n) down ro
94.5%: or
_ | - Ac)m)-
| {M20,000 pcr each 0.5%
_ below 94.5% for
e 1 | ) : BTS/NR/cNi)
1.15 Vaice quality _ Mcan opinion scorg | |_
The quality of received specch signal with . ITU.T iMOS) Rule 9(1)-
respect to the ongnal specch signal. Service Recommendation Tes! stations All calls better than 3 an (ax(b), (c)1) or (1) for call
Intcgnity P 863 Or MOS or POLQA clarity less than 3 on the
_ _ POLQA SEOres
1.0.6 Network Coverape _ = o= i B For2G
Signal level received by the reference | — 1
at the dist from the & ing | Rx L.evel more than
AanRtenna. 1 -6 dBm outdoor
Service _ For 3G Rule 9(1)
Avalability | prirs 135 gy | powermeasured by | stations 1a)bJ. {eX1) or (i) for alt
distamt receiver RSCP more than - 100 dBm arcas declared 1o have
& <10 dB Ec¢/No outdoor caverage.
_ | For 4G
1
RSRP morc than -100 dBim
._ | & -10dB RSRQ ourdoor
L.L7 Call Release Delay 1 ( | Rule 9(1)-
The tme interval from the instant the ia). (b). (c)3) of () up to 2
DISCONNECT inessage 15 passed by the Service . . Not more than 1 sccond for e
p o % TSI TS 102 024-9 T avam T Test stations : Rneanm,w-
feemmal  which initiated the call to the integnty IWE Ry as -~ Time calling & called parties =9 1 e Yaia M 20,000 per
signalling  system until the RELEASE LT additionzl second beyond 2
message 15 recerved by the spime lerminal., — — ﬁ scconds)
e —_— 1 — WIS M SERE [EL——
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1.2 Mobile Short Message Services (SMS) Parameters

LI -.“._n._ to end SMS dellvery ::..n
The time period starting from when an SMS
15 senl ta the time of receiving the same SMS _ Service

Recommendation

k804 ' Time PEv S Test stations or

Rule 9{1)-
{a) (b), {ch1} orli) up to 8
seconds, or

by the intended recipent Integrity & TIME 6015 aeme real raffic ! (Nt} (M20,000 per each
additional second beyond &
ETSI EG 202 057-2 seconds)
.12 SMS complctian ratio T Numbor of [
The ratic of successfully delivered SMS (o Recommendation E:WWE Rule 9¢1)-
the recipients 10 the total number of Servi _ E.804 SMSes Test stattons or | Nod less than 99 % of sent (@), {b). {e)Xi) or (1) down 10
| successfially delivered SMSes Accessihility i real trafTic SMSes 98% or
e Total number of send (eNiiik M20,000 per cach
o
_ | FTSIEG 2020572 SMSes O below 983

1.3 Daia Services Parameters {web browsing)

Preconditions: Packel Switched {PS) attached and the resy

conlext aclivated/data radio bearcr context actrvated.

pective Packet Data Protocol (PIP) context activated / default Evolved Packet System {1:P§) bearer

Porameters Service Reference ﬁ Formula | Measurement I " Terget ] Sanction ._
e | | | | |
- 4
1.3.1 NTTP IF Service Setup thme ITU.T _
. : ; Recommendation Rule % 1) .
The time necded to establish an IP connection E 804 (a). {b) (<) or (i up 109
ta the server of 4 service, from sending, the ) ) Test srations o seconds, or
initial query 1o a server to the poim of lime Service & TIMNC wcrvrcr aovess et | 1l traffic Not more than & scconds fexXni)-
when the comtent is sent or received. Accessibility = TiME scrvme aocees san _ {M20.000 per cach
ETSITS 102 2%0 additional second beyond 0
_ -2 seconds)

k : - - - 1
132UTTP Drop rate . [ e Rale 901}, ) l
The proportion of incomplete data transfers | Serviee - f Nunsber of incomplete | Tos! stations or Mﬂnﬂv..nx:ol_::_. “ _
{web page) and transfers that were stared | R y ¥ 804 data transfers Teal traffic Not more than 2% : mnx._ma..uv.
successflly. B 1 B _ |.n:.2qwmq..._=u.lumn:3 B { ) L {M20.000 wn_. each 0 5% ]
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e == g i T are e el P s

"1.3.3 IITTP Mcan data rate (download)

The average data transfer rale mcasured
throughout the entirc session of the service

| 1.3.4 TP IP Service access failure ratio

‘The prohability that a subscriber would not be
a able to establish an IP connection to the
server of a service successfully

1.3.5 Data Packel —un-uw.n_-.nsnu..

The amount of time  takes. 10 malliseconds
(ms), for a data packet to reach the recciving

| end-pomt afier bemng transmitied from the
semding end-point

1.3.6 Data Packet Loss

Packet Loss is the rate of dropped packets 1o
all packets sent from the source 1o Destinaion
over a given penod of time

e —— p—
T
Service | Referemce | Formula Messarement | Target I= “Sanction
Category |
— TRl B A bR T | et e e e i |
& data transfers above 1%} |
ETSIUTS 102 250 {
-2 1
LT Rule K1}«
Recommendation (a). (b, {e}1) or (n}, or
s I 804 T i Not less than 7ZKb/sce {cH i} {M20.000 per 10
Serviee | User daia sransfrred | TeStSttONs of | Lo EDGE, SMbvsee for Kivsee below 72K sec for
Integrity & {Mblsee] real traffic 3G and 25Mbisce For 4G EDGE andM20.000 per
. 1 100K b/sec beliow 5Mbisec
ETSITS 102 25¢ | (Time aus wamier comphete for 3G and below 25Mbisec
-2 LT ——" | for 4G} _
i i i
| ']
A | Rule 1)
R " | {a}). {b). (¢M1} or (M) up to
Service 1804 U ” | st b We.ar
Accessibility subichWemsaing | Tegsutions or | % - (cHun- (M20,000 per each |
& Al sl cashich i | Teal traffic 0 5% above 3%)
¥ eerpad e i
COETSUTS 102250 |
2 i
. - + HiESi | i .
ITU-T Rule %1}
Service _:oo:..:n:ma.a: Lateqy | Test stations or {a). (b}, (cKt) or {u} down ta
Intcgrity L il real traffic . 90ms.or
| SR Not more than 1A} ms e)ni)M20,000 per each 10
_ : iLacsl IXF) mshelow0 ms}
= = TV Rule oty
N a (a). (b). () or (i} up to
vn_.s.,"... ITU-T Y 1340 :z.n,_a. sent/packet | Test stations or Mot more than 1% %. or .
Integrity recewved)) *100 b read trafTe (et
| | {M20.000 per each 0.1%
PRkl ) o | ¥ beyond 2%)
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1.4 Streaming Services Parameters

Parameters Service Reference Formula I Measurement Tacget | Sanction 1
Category 1
i : - ST tabduo do oA Bl th Tt b o el e L ol i L S T ] el He 1 i T =]
14.1 Web radio reproduction setup tine | Imu-T 1 | T |
The time period from request of audio stream Recommendation Rule %1}
from server 1o reception of first packet of F 804 - (@) {b), ()Xo or (W) up to ©
| audio content Service TAME excptpom i bl sinca s oS or | R seconds secondssor
Accessthiliy & THMC ream repasadicinon real traffic {cHuTHM20,000 per cach
FTSITS 102 250 addional second beyond ¢
i ] seconds)
142 Web radio reproduction fune-in drop i
ralio T
R
The “J.:ww.:nun __.E. 4 subsenber .nn.._.._c_ ) nna..“_..w.m.v“n_s:c: Nomberof pnausesssfl Rule %1}
¥ " stream  repre Service ‘ listgning attcmpts Test stations or N han 2% - (a).{b). (eMs) or (ny up to
frem a given web radio statton for a given | Retanatility & real traflic R W o
period of ime Total atempts {£M 1 }-{M20,000 per each
ETSITS 102 250 0.5% above 3%)
-2
143 Web radio reproduction setup [nilure | I | | .
ralio LT Nusiber of ynsucepssiul
The probabildy that a subscriber carmot | Recommendation iseroducieon attempls Rule %1}
successiully start listering 1o a given web | Gervige L 304 Alt . Test or o han 2% (a).{b). (cXa} or (i up to
tadio station Accessibility & real traffic more than 2 %a e or
(el n){M20.000 per cach

ETSITS 102 250
=3

0.5% above V%)

144 Video u:.n.-..isn Access time
The ume duration of a service access from
fequeshing the siream witil the reception of the

first stream data packet at the user equipment Service
Accessitality
145 Video stremmang reproduciion drop Saviie

rate

FIU-T
Recommendation
E 304
&
ETSITS 102 250
-2

[T

T recoption o 1w dwia pacLer
T vIrEsm Fequea

Unimennonally

‘Test slations or
real trafTic

Test stations or

Not more than & seconds

Not mare than 2 %

Rule 91}
fa), {h). (X} or (nyup 1o 4
seconds, or
(ckm} - (M20,000 per each
addinional second beyond 4
seconds)

Rule %1}
{a}, (b} (i) or {u} uplo

E————Te N
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R o a2

. Baiet TR
Parameters Service Reference Formula Measurement Target Sancton
Category
The probatahity that a successfully started | Retainalilny | Recommendation (ermnated streams real traffic %, or

sircam reproduction 18 ended unintentionally I 804 T nnx._:“_-«gmm.zoovﬁoun_.
by the user B e atreams 0 5% abave 3%)
ETSE TS 102 250
-2
1.4.6 Vidco streaming start failure ratio
The probability that the first packet of sircam ITu-T Rule % 1)
cannot be received hy the user equipment R . d Un; Fial sircam ta). (b}, () of (n} up 1o
when requested by the user Service 1804 rquesls Miempls Test sations or 3%, or
Not more than 2 %
Accessibility & All stream request real traffic {cHn1} - {M20,000 per cach
allempls 0 5% above 1%)
ETSETS 102 250
-2
147  Strcaming Rebullering time Rule 9( 1)
Time durabion between a stream dong, mie - {a), (bk (cH) or (M) up 10 2
rebulfenng mode and continuation of the Service . THne weam comaaren = | Teststaonor | ond seconds. or
siream aflerwards Accessiblty | ETSI .—..n.._cu 230 [ Tume [ ——— real traific i

(el na}-{M20,000 per cach
second above 2 seconds)

1.5 General Serviees Parameters

The mean, slandard deviation and 95th percentile of the distribution of data collected for gencral parameters (time parameters) stated below
should be provided as measurements,

| [Tl

LS.1 Account/Bill complaint rat
The praportion of bills or prepaid accounts
resulting in a customer complamt about the
comeciness of a given bill or prepad credin

ETSI EG 202
4571

Number of prepaid
r bill
complawnts rporivd

Avemge number of
prepaid accounis or
balls 1550

Measuremenis

should
account/b |l complaints recerved during the | Not more than 2% of

include  all

reporting, penod regardless of the vabdity

the ¢omplaint repeats an carlicr one,

customers 1n the reporting
of the complaint and the extent o which | pesiod

Rule %1}
- (a). (bl {cX1) or (m) up to %

of cuslomers, or
- 6e) (n)-{M20.000 per cach
0 5% above 3%}
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EESih

1.52 A
Time

/Bill C.

Resolution shall be deemed to mean to the
customer’s  satisfaction, such thal no

{i) 95% complaints 10 be

Rule 91}
- {a), {h), (c) {iYor(h) for

disconnection complaint 1s a siatement by the
Customer querying an unjustified
disconnection.

Average number
of gustomers

carlicr one, and the dates of disconnections
or any other occurrences that are Ihe
subgect of the complaint.

Time taken to resolve account/bill complaints, . further communications on the issue is resolved  within @~ 2 resolution rate less than 95%
ETSI EG 202 Time mabcompian | pode between  the  fwo partics. working days. wilthin 2 working days,
057-1 T rpruee The mean, standard devistion and 95°
xeewima percentile of the distribution of times to ({1} 100%  of regisiered | Rule 9(13-
resotve complaints should be provided as complaints w0 he (cHiii)- (M20,000 per cach
measurements. resolved  within 20 unresolved complaint after
days. 20 days)
153 Disconnection Complaint Rate Number of Measurements  should  include  all | i Rule 9¢1)-
A disconnection is any way .o_. preventing a disconnection disconnection complaints received during Not more than 2% of (a). {b), (c}th (eXii) up 10
customer from using a service, it may nat ETSIEG 202 complaints the repotting period regardless of the | customers in the reporting 3% or
require physical unplugging of connectivns. A 5 ﬁ.”.._ teporied exlent to which the compluint repeats an period fed {itik-

M20.000 pereach 00.5%
above 1%

154 Disconncction Complaint Resolution
time

Time taken to reselve a  disconneetion

complant; measured from when the complaint

ETSI EG 202

TIME reurise complaem

The mean, standard deviation and 45"
percentile of the distribution of times to

i) 95% complaints to be
resolved within 2
working days.

Rule 9(1)-

= {a). (bhA=) {ib or (i) for
resolution rate less than 95%
within 2 working days

Time apply for setvice

cannot be fulfilled because the operator
does not offer that panticular service in Ihe
requested location are cxcluded.

H.._ -r.._uu“ﬁnnﬂ_wnh_ﬁnh__.ﬁ”_:: LR 057-1 - THmE g resolve disconncction complants should [— " Rule 9(1)-
np 3 L k complaint be provided as measurements, i} 100% of registered - (o) (i)
complaints should be {M20.000 per each
resubved within 20 . .
days unresolved complaint afier
20 days)
1.5.5 Order Completion lime Rule %1}
Time taken o provide a service in locations Order  completion/service  supply  time | i} Fixed services & (Sp: | - (2 (9}
where the service 15 offered. should be measured as the clapsed time 95% to be completed | - (€1 (i} and (ii) for completion
(working fime) from when a service within seven working patclessiban ou.x_
ETSI EG request 15 acecpted by an operator 10 when days. Semplete hthingday e
202 057-1 TINE werce povuted = | 3 service is provided. Scrvice requests that

i) Mobile scrvices: 95%
ta be compleled within
one working day.

Rule 9(1)-

- (a). (bric) (iYor(ii} for
completion rate less than
95% within one working day,
or 1o bath
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| 1.56 Customer Hn_z:._e.._ Faults i )
The proportion of valid fault seponts recoived

by an operater reposting period

1.5.7 Fault Repair Time for fixed linc nccess
Amouttt of Line taken 1o reselve o full from
the lime a custamer reports the fault

ETSI EG
2020571

The number of vahid Fault R.vm_...h received

Number of vahd during the reporting period should be
fauit complaints | divided by the average number  of
reported custorers for the service during the same

penod The averaginyg is necessary because
the number of services may vary during
" the data collecion pened  The result
should be provided as a percentage

Average number
of customers.

The mean, siandard dewviation and 95™
percentile of the distribution of fault repair
trwes shall be provided as measurements
‘I'he measurements should include all faults
clearcd durnng the reporting period. The
statistics should be based on faults cleared
in the data colicction penod, irespective
of when they are reported.

R TTe——
T (ot repuuted

All orders should be
completcd within 20

days

Not more than 2 % of
customers in the reporting

period

|cm-} nolni_w.:_u (] 7m
resolved within § working

days

100% of registered
complaints he resolved
within 20 days

TRule %1

e

Rule %(1)
- {c){ui} (M20.000 per cach
unresolved complaint after

_20dapy . -

Rule 9(1}-

- (), (bYeI (1), or tnhup 10 3%
of customers or

- {e) (i) (M20.000 per cach
0 $% above 3%)

= (a}. (bHc) {Jor(in}- for repar
rate |ess than 95%

complaints resolved wathin 5

working days.

per each unresolved
complaint afier 20 days)

- Rule HIXHe) () -{M20,000

1.6 Call centre service _us-._...san..m

T Tammeton
(6.1 Intcractive Voice response Time
The d 1 of the of the cntire IVR opteris
before a customer can make @ choice.

TN o o 15 R e =TI

KETSIES 202 057-1

(a}, (b), or

second beyand 30 sceonds)

{eXm)- {M20,000 for each ]

1.6.2 Cuslomcr Assé ¢ Op Access Time
‘I'ne duration of waiting afler the oplion to a Customer Care |

Assistant has been ¢hosen by the Customer

ETSES 2000571 | I e b age = TN cat

aricd

reat trafTic

Not mare than
5 minutes

Rule %{1)-
(2}, (b, or

« (e {M20.000 for cach
manutc beyond 3 minutes)y
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L7 Interconnection Parameters

1.7.t Mean Time-to-Repair (MTTR) Interconnection
Link

Durntion of the instant a fault has been notificd by a

licensee to the published point of contact of the other

licensce ta the instant where the service has been restored 1o

the normal working order.

ETSIES 202 057-1

TV . e st e~ THNIC oy fr—

real traffic/dala

132 Interconnection Link Utilisation
The amount of transmission capacity utilised with respecl o
the tatal iransmission capacity provided for interconnection.

ETSIES 202 657-1

Amaunt of transmission capacit y

ik

Tonai intercannzchion capacity

real irafTac

| Rule 901 -
Not more than {a). by or
2 hours - (eKn)-{M20.000 for cach 30
minutes beyond 2 hours)
.’v Rulc 9(Th —

Notmorc than |~ (Ak(bkor

0%

—

_ % ghove 80%)

{cXin} (M2LI0K} for each ]
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1.8 Customer perception/satisfaction with Quality of Service provided by Licensee

A licensee shall be subjected to customer satisfaction surve

Quality of Expcrience benchmarks.

ys in respect of the following

[ Item

Parameter name .H»..naﬂi

1.8.1 | % of Customers satisficd with Call Centre/complaint handling (c.g. resolution o_..n_cn:.n& = 00% |
1.8.2 | % of customers satisfied with E___.zm.vﬂ.ﬁc::m_ao {c.g. prepaid balances, bills) > 95%

1.8.3 | % of customers satisficd with service availability (c.g. :o_ioa_ﬁ.mé_._mc::w for voicc & data) | > 90% |
1.8.4 | % of customers satisficd with service accessibility (c.g. unsuccessful call ratio (blocked calls, | = 90%

internet access failures)

185 [%of customers satisfied with service retainability (c.g. dropped calls, dropped internet sessions) >90% |

186 | % of customers satisficd with scrvice integrity (c.g. voice quality, download speed) = 90% |
1.8.7 | % of customers satisfied with the overall service quality > 90%
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SCHEDULE 2

Rule 6 (a)(i) and (b)
QUALITY OF SERVICE FOR POSTAL AND COURIER SERVICES

Table | - Quality of Service Parameters (QSP) and Indicators - DELIVERY SUCCESS RATE

Qs 1
Traasit time

Frequency of Menitoring:
QUARTERLY

Smie bl

Defined as the average percentage of leners and parcels senl to any location of the
national territory as standard mail thal reach their destination within 3 working

Transit time for

The dehi

tions apply to cach quality of service indicator (QSILIt nust be

address of the addre:

L. of where nas wapassible w0 perform the delivery. on the

date of the first attemnpt 10 perform the delivery, and placing of a delivery notie)

concern only single picee mail, and do not 1ake bulk mail into consideration.

regastered wal - 1 ocal

- F . 4 |
Qs days of beng deposited at a mail reception point, taking as reference the total standard matl (3) .
amount of letiers and parcels conveyed.
Defined as the average percentage of letiers and parcels sent to any locanon of the
national temitory as priority mail that reach their destination within, ¥ working days | Transit time for pnonty (D+3) 100
of being deposited at a matl reception poinl. taking as reference the total amount of matl .
letters and parcels conveyed
Defined as the average percentage of documents and parcels sent 1o any location of
0815 the natonal temitory. which reach their destination within working days of being “Transit time for (D+3) o
o depasited al a matl ceception point, taking as reference the total amount of items | documems and parcels E
conveyed.
| Delined as the average percentape of cross-border letters and pareels, sent to and
from Lesatho as miermational fiest-class mail. which reach thetr destaiion within | Transt ume for cross- ,
: (h+3) &S
Y working davs of heng deposited at n il recepuon point. takeng as reference the barder mant
total zmonnt of letters or parcels conveyed.
Defined as the average _:.:“ne:she. of letters seny _:IEJ lovation of il wational o
QS19 Termtory as registered ik delivered that reach their destination tdehvery ar the | Transit howe f ) R0

referred that indicators on standard mail, priority mail. registered manl, cross-border mail and parcels




s L -~ e - - e e AL e E &
wilhon | workmg day ol bemg deposited a6 any mail reception poini. takiog
relerence the total amount of repistered leters conveved as regisiered  manl
delivered

repstercd mail dehivered that reach their destination (dehivery at the address of the
addressee, or where it 15 impossible to perform the delivery, on the date of the first
atlempt to perform the delivery, and placing of a delivery notice) within 5 working

Transil time for
registered mail

{Loss or substantial delay -

Frequency of Monitoring:

|
Defined as the average percentage of letters sent (o any localion intemationally as
QS0
t
|

days of being deposited at any mail reception poinl, taking as reference the Iotal Intemational
amounl of registered letlers conveyed as remistered mail delivered

i e . ;
[elined as (he number of letfers or parecls seit 1o any location of the national Swandard mal net

| terntory as standard mal. which are not retwned and wlich do oot reach their delivered within 15

Qs1-3 “ destmatvon witl 18 working davs of bomg deposited at a mail reception pomt. | woerking days (prer one
b oper one thousand Fetters or parecls conveyed. thousamd bett
|+ — -
| Defined ax the number of letters or parecls sent 1o any location of the manonal Praonty mail not
0514 terntory as prionty manl, wlieh are not returned and which a.c nol reach ___.n_n delivered withen 1)
destimation withen 0 working davs of beng deposied at a mail reception pomt, | warhing days (por one
(et ome: Alvissansd letlers comveved thousamd letlers)
1 —
Detined as the averape percentage of regronal and international letters and parcels I ransit ne for
ONLT senl 1o and from Lesotho as international first-c manl, which reach ther | regronal and

imernational inal as
well as parcels

destimation within § working dayvs of being deposiled al a mail reception pont,
taking as reference the wotal amount of letiers or parcels conveved

Frequency of Monitoring

EEE

Defined as the average percen of customer service operations performed at the
vanous vpes of postal establishainents, namely. post stations and post offices, 1he
wantmg tinee of winch does not exceed ten minmies The waung e 1s measured
from the moment the customer starts wading tn a quese untl he'she s actually
served, over the whole period durmg which front-desh pomts are opened .

Wailing time at post
estabhishiments (s of
s up ta 1

|
1
w
__

minutes)

Overall quality parameter
Frequency of Manitoring:

482

The overall quality of service mdicator as calenlated. m cach year, according to the |

levels of quality of service achieved for cach of the teferred QSUan toree in each
weilr B, each ol the defimed 50 o pven o score, accordmg te the qualty | Service Indwealor (OF)
| achieved

Q-1

- — - e . L e

— e e
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Table 2: Quality of service parameters and indicators — Mail delivery within and between Districts

NUMBER [ DISTRICT P& A
From District POs to other Districts Post
Post Offices within Districts (Mfices
1. Berea Teyatcyaneng All POs All POs
F4 Botha Bothe [olha Bothe All POs All POs
1 lLeribe Hlotse Al POs All POs
4 Mafeieng Mafeleng All POs All POs
LT Maseru Maseru All POs All POs
6. Mohale's Hock Mohale's Hock All POs All POs
7 Mokhotlong Mokhotlong All POs All POs
& Qacha's Nek Qacha’s Nek All POs All PQOs
9 Quthing Quithing, Al POs Al POs
10 ThabaTscka ThabaTscka All POs All POs
TARGETS 80% 95% 100%
{1y D0 Mimmum 85% of the mal volume
(2) D¢l Mimvimum 80% of the mal volume
3y D2 Minimum 90% of the miuf voluine
#) Minimum 95% of the mail volume
(5) D4 Minimum 85% of the mail volume
(6) [45 100% of the mail volume
Note: (1) D represents “Day of posting™. i.c. 85% of within and between Disiracls mail needs to be delivered 1o the destinalion oltice or customer on the same day.

(2} UPU standards for cross-border mail: Minimum D45 for all post offices and agencics for 85% of mail volumes,
{3} Minimum pereentage allows for fall out margins in case of road blocks and default mail vans
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Tabie 3: Quality of Service and Customer Expericnce Parameters and Indicators

__ e | DEFINITION _ | LICENSEE REQUIRED pETE ~ CRITERIA
sk, M ] E g i S L L) s KL | mAee ACTION SFATR ) i ol i i = I
| 1. Customer satisfaction Measurement that determines how | Number of served | The  proportion  of  customers’ | e Availability of Service T
-ANNUALLY well a company's services meet | customers and number of complaints 1o the custamier base o ['ourtesy
CUSIOMEr Cxpeciations. complamants o (onsistency in service
s Accuracy iprovading correct H
information to customers)
* Responssvencss
| - i | .* Efficiency |
2. Complaint resoluton/ | A documented process on how | Complaints mquiry | Time in which a registered complaint | Local r gistered  mail Resp 100
inquiry handhng customers”  complaints on loss. | register. irecord time of | or inquiry is officially responded (o | given in § working days afler us
QUARTERLY missing items, damage o¢ delay of | complaint and all necessary | customer. receipt
a Postal and Courict article while | actions taken unil 2. International  registered  mail
m conveyance.  Complaints/ | resolved,) Cases resolved/ional cases recorded Response given an 3 working days
inquiries resolved | alter its recept
..u.mu_.snn_)nnnzw_.!._..w Presence of pick and .n_d_.. off | Number of operational | Offices operational! No. of offices = Avalability of service points 95 |
ANNUALLY points set aut by a licensee or an | service outlets as submitied nspected * f00 [
| oppainted agen. by each licensee. o= : ]
4. Licensee Disclosure - | Information displayed a1 cach Availability of information | Number  of  offices  with o Tanffs 95
ANNUALLY operational outlet to suppon a | al licensee outlet | nformation operational’ No. of offices | e Operational  Houwrs  -Terms  and
customer’s purchase degision. _ mspected = 106} conditions of carmiage
is Liabilty policy
= Dclivery timelines
_ ¢ Prohibited goods i
| ) | . Contacl information |
5. Speed and Reliability | The time it takes 10 deliver a Tracking system | Average transmussion ime (in days) I documents and parcels delivered 85
QUARTERLY Postal and Courier service agains _ taken between posting and delivery of | within 72 hours.

what is promised by the heensee,

documents and parcels.
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