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Foreword

This Technical Report has been produced by the 3rd Generation Partnership Project (3GPP).

The contents of the present document are subject to continuing work within the TSG and may change following formal TSG approval. Should the TSG modify the contents of the present document, it will be re-released by the TSG with an identifying change of release date and an increase in version number as follows:

Version x.y.z

where:

x
the first digit:

1
presented to TSG for information;

2
presented to TSG for approval;

3
or greater indicates TSG approved document under change control.

y
the second digit is incremented for all changes of substance, i.e. technical enhancements, corrections, updates, etc.

z
the third digit is incremented when editorial only changes have been incorporated in the document.

Introduction

The introduction of Key Quality Indicators (KQIs), which reflect the end-to-end service performance and quality, could be used to better represent real customer experience. NGMN NGCOR has defined principles for KQIs which could be used to evaluate the customer experience for fixed and mobile networks. It is proposed that SA5 takes the responsibility to study how to standardize the related service KQIs providing a standardised common base for end-to-end measurements and to fulfil the NGCOR requirements. KQIs have also been defined by ETSI (TS 102.250), 3GPP SA4 (TR 26.944), NGMN (P-SERQU) and QuEST Forum should
 also be considered.
The intention of KQI for the service experience is to try to reflect the customer experience with indicators reflecting them for example how many stalls occur while watching a movie, time delay before seeing the first screen of a movie. With this information, KQI could closely reflect the customer experience. The KPIs defined in the current specifications, e.g. 3GPP TS 32.450, are not differentiated by services, they only measure the bearer.
1
Scope

 The present document will address:

1)
Service KQI scenarios  
2)
Service KQIs corresponding to the identified scenarios
KQIs will be described for the below services:
-
Bidirectional voice 
-
Unidirectional voice streaming

-
Unidirectional video streaming

-
Short Messaging
-
Multimedia Messaging
-
Web browsing
-
File transfer

-
E-mail

The present document will consider already defined metrics and requirements from:

-
NGMN NGCOR phase 2 requirements 

-
ETSI TS 102.250
-
3GPP TR 26.944
-
NGMN P-SERQU
-
QuEST Forum TL9000
2
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3
Definitions and abbreviations
3.1
Definitions

For the purposes of the present document, the terms and definitions given in 3GPP TR 21.905 [1] and the following apply. A term defined in the present document takes precedence over the definition of the same term, if any, in 3GPP TR 21.905 [1].

3.2
Abbreviations

For the purposes of the present document, the abbreviations given in 3GPP TR 21.905 [1] and the following apply. 
An abbreviation defined in the present document takes precedence over the definition of the same abbreviation, if any, in 3GPP TR 21.905 [1].

AQ-KPI

Application Quality Key Performance Indicator

PCC


Pearson Correlation Coefficient
RMSE 

Root Mean Square Error
SROCC

Spearman Rank Order Correlation Coefficient
TT



Technical Trigger
UT



User Trigger
4
KQI Standardization Status
4.1 
Web browsing

4.1.1
Web Browsing Accessibility 
4.1.1.1
QuEST Forum

Introduction to QuEST Forum and its work related to KQIs:

QuEST Forum is a global association that through its members develops and implements quality and performance practices that unite and improve the ICT industry.
General information about QuEST Forum, its Vision, Mission, Strategic objectives and Value proposition can be found on the following page: http://www.questforum.org/about-us/quest-forum-overview/ 

The so-called AQ-KPIs (Application Quality KPIs) in QuEST Forum correspond to what is called KQIs in this study.

QuEST Forum AQ-KPIs are totally focused on the end user experience, by means of referring to key events on the user’s screen or loudspeaker or by the user’s own actions. They separate the services experience into clearly defined phases giving the boundaries of the KPI’s definitions. Therefore they are future-proof, as they can be reused for different technology implementations only impacting the technical triggers. 

Legend for the different symbols used in the formulas:

-
"->" in UT and TT:  "X->Y" means "From X to Y";

-
"#" means “number of";

-
"÷" and "/" mean "divided by";

-
"%" means "percentage of", i.e. a value between 0 and 1;
-
"Viewing time" means "from initial buffer is full until last content is visible".
All quoted definitions are shown exactly as they appear in the source document.

	Name
	Definition
	Details

	"AQ-KPI Web Browsing Accessibility"
	"Ratio of successful HTTP request-response pairs and the total number of web page access attempts."
	Formula: 

"Web_Sucessful_Starts ÷ Web_Attempted_Starts".

UT: "User request -> User sees the first content".

TT: "First GET -> First data received or cached data acknowledged".


4.1.1.2
ETSI
	Name
	Definition
	Details

	“HTTP IP-Service Access Failure ratio [%]”  [6]
	The IP-service access ratio denotes the probability that a subscriber cannot establish a TCP/IP connection to the server of a service successfully.
	Formula: 

“ (unsuccessful attempts to establish an IP connection to the server / all attempts to establish an IP connection to the server) * 100”


4.1.1.3
NGMN

	Name
	Definition
	Details

	"Page Response Success Ratio"
	See [9] clause 7.4.2.
	


4.1.2
Web Browsing Retainability 
4.1.2.1
QuEST Forum

	Name
	Definition
	Details

	"Web Browsing Retainability"
	"Measured as the ratio between the successful resource downloads and the total resource download attempts."
	Formula:

"Web_Successful_Resources ÷ Web_Attempted_Resources".

UT: "User sees the first content -> User sees the last content or stops downloading".

TT: "First data received or cached data acknowledged -> Last data received or cached data acknowledged".


4.1.2.2
ETSI

	Name
	Definition
	Details

	“HTTP Data Transfer Cut-off Ratio [%]”  [6]
	The data transfer cut-off ratio is the proportion of incomplete data transfers and data transfers that were started successfully.
	Formula: 

 “(incomplete data transfers / successfully started data transfers) * 100”


4.1.2.3
NGMN

	Name
	Definition
	Details

	"Page Display Success Ratio"
	See [9] clause 7.4.2.
	


4.1.3
Web Browsing Access Time 
4.1.3.1
QuEST Forum

	Name
	Definition
	Details

	"Web Access Time"
	"Measured for the 1st request-response pair belonging to a webpage: latency between first protocol request and first response."
	Formula:

"Average of Timestamp Of (Web Successful Start) – Timestamp Of (Web Attempted Start)".

UT: "User request -> User sees the first content".

TT: "Network Access request/DNS Query/SYN/First GET -> First data received or cached data acknowledged".

Note: "Network Access request/DNS Query/SYN/First GET” means four different trigger points and the first one of these that occurs is used in the measurement.


4.1.3.2
ETSI

	Name
	Definition
	Details

	“HTTP IP-Service Setup Time [s]”  [6]
	The setup time describes the time period needed to access the service successfully, from starting the dial-up connection to the point of time when the content is sent or received.
	Formula: 

 “(t IP-Service access successful - t IP-Service access start) [s]”


4.1.3.3
NGMN

	Name
	Definition
	Details

	"Page Response Delay"
	See [9] clause 7.4.2.
	


4.1.4
Web Browsing Download Time 
4.1.4.1
QuEST Forum

	Name
	Definition
	Details

	"Web Browsing Download Time"
	"Measured as the download time of resources belonging to a web page."
	Formula:

- (Not standardized, i.e. proprietary)

UT: "User sees the first content -> User sees the last content or stops downloading".

TT: "First data received or cached data acknowledged -> Last data received or cached data acknowledged".


4.1.4.2
ETSI

	Name
	Definition
	Details

	“HTTP Session Time [s]”  [6]
	The session time is the time period needed to successfully complete a PS data session.
	Formula: 
“(t session end - t session start) [s]”


4.1.4.3
NGMN

	Name
	Definition
	Details

	"Page Display Delay"
	See [9] clause 7.4.2.
	


4.2

Unidirectional video streaming

4.2.1
Video Accessibility 
4.2.1.1
QuEST Forum

	Name
	Definition
	Details

	"Video Accessibility"
	"Measured as ratio between the number of HTTP requests and successful responses when the user starts downloading a video."
	Formula:

"Started÷Attempted".

UT: "User request -> User sees the first content".

TT: "First GET -> Initial Buffer Full".


4.2.1.2
ETSI 

	Name
	Definition
	Details

	"Service Request Success Rate" [7]
	"This KPI describes the ratio of the number of successfully performed service request procedures by UE to the number of attempted service request procedures by UE and is used to evaluate service accessibility provided by EPS and network performance."
	

	"Streaming Service Non Accessibility" [6]
	"The parameter Streaming Service Non-Accessibility describes the probability that the first data packet of the stream cannot be received by the UE when requested by the user. The ""packet reception"" is completed by appearance of the ""buffering"" message on the player at user side. The first data packet refers to RTP protocol."
	Formula: 

"(unsuccessful streamrequest attempts / all streamrequest attempts) * 100"


4.2.1.3
NGMN

	Name
	Definition
	Details

	"Streaming Start Success Ratio"
	See [9] clause 7.4.1.
	


4.2.2
Video Retainability 
4.2.2.1
QuEST Forum

	Name
	Definition
	Details

	None
	
	QuEST Forum decided not to standardize this due to customer behaviour (rarely viewing a video to the full end, causing a poor retainability KPI)


4.2.2.2
ETSI

	Name
	Definition
	Details

	"Streaming Reproduction Cut off Ratio [%]" [6]
	"The parameter Streaming Reproduction Cut-off Ratio describes the probability that a successfully started stream reproduction is ended by a cause other than the intentional termination by the user."
	Formula: 

"(unintentionally terminated streamreproductions / all successfully started streamreproductions) * 100"


4.2.2.3
NGMN

	Name
	Definition
	Details

	None
	
	


4.2.3
Video initial buffering time
4.2.3.1
QuEST Forum

	Name
	Definition
	Details

	"Video Access Time"
	"Measures from the request to start of the video (e.g. pushing the button on the handset), until the default media stream is presented on the screen."
	Formula:

"TimeStarted-TimeAttempted".

UT: "User request -> User sees the first content".

TT: "Network Access request/DNS Query/SYN/First GET -> Last data received".

Note: "Network Access request/DNS Query/SYN/First GET” means four different trigger points and the first one of these that occurs is used in the measurement.


4.2.3.2
ETSI

	Name
	Definition
	Details

	"Streaming Service Access Time" [6]
	"The parameter Streaming Service Access Time describes the duration of a service access from requesting the stream at the portal until the reception of the first stream data packet at the UE. The first data packet refers to RTP protocol."
	Formula: 

"(t reception of first data packet – t streamrequest) [s]"


4.2.3.3
NGMN

	Name
	Definition
	Details

	"Streaming Start Delay"
	See [9] clause 7.4.1.
	


4.2.4
Video Freeze Rate

4.2.4.1
QuEST Forum

	Name
	Definition
	Details

	"Video Freeze Rate"
	"Measured by number of freezes per video length of viewing time (video time)."
	Formula:

"Freeze_Count / Viewing_Time".

UT: "User sees the first content -> User sees the last content or stops playing".

TT: "Initial Buffer Full -> Last data received".


4.2.4.2
ETSI

	Name
	Definition
	Details

	None
	
	


4.2.4.3
NGMN

	Name
	Definition
	Details

	"Streaming Stall Frequency"
	See [9] clause 7.4.1.
	


4.2.5
Video stall time ratio 
4.2.5.1
QuEST Forum

	Name
	Definition
	Details

	"Video Freeze Time Ratio"
	"Measured by total length of freezes per the viewing time (video time) estimated."
	Formula:

"Sum_of_Freeze_Times / Viewing_Time".

UT: "User sees the first content -> User sees the last content or stops playing".

TT: "Initial Buffer Full-> Last data received".


4.2.5.2
ETSI

	Name
	Definition
	Details

	To Be Completed
	
	


4.2.5.3
NGMN

	Name
	Definition
	Details

	None
	
	


4.2.6
Video Quality 
4.2.6.1
QuEST Forum

	Name
	Definition
	Details

	TBD, waiting for ITU-T standard to be ready.
	"Video Quality: Estimated Mean Opinion Score (1..5)."
	"To Be Based on ITU-T MOS model / P.NATS algorithm".

UT: "User sees the first content -> User sees the last content or stops playing".

TT: "Initial Buffer Full -> Last data received".


4.2.6.2
ETSI

	Name
	Definition
	Details

	"Streaming Video Quality" [6]
	"The parameter Streaming Video Quality measures the quality of the video stream."
	No calculation method or formula defined.

	"Streaming Audio Quality" [6]
	"The parameter Streaming Audio Quality describes the audio quality as perceived by the end-user."
	No calculation method or formula defined.


4.2.6.3
NGMN

	Name
	Definition
	Details

	"Average Streaming Throughput"
	See [9] clause 7.4.1.
	


All of the metrics analysed in NGMN Technical Report Service Quality Definition and Measurement (P-SERQU) [8] define same quality indicator, i.e. video quality, and just represent different methods of identifying of calculating the KQI.

	Name
	Definition
	Details

	Peak Signal to Noise Ratio (PSNR)
	PSNR is introduced in section 5.1.1 of NGMN P-SERQU [8]. It uses Mean Square Error method to assess the quality of the video.   


	Details of PSNR calculation can be found in appendix 9.1 of [8].

	Structural Similarity (SSIM)
	SSIM is introduced in section 5.1.2 of NGMN P-SERQU [8]. It relies on degradation of key artifacts of the video to take into account real human perception.
	Details of SSIM can be found in appendix 9.2 of [8].



	Video Quality Metric (VQM)
	Video Quality Metric (VQM) is introduced in section 5.1.3 of NGMN P-SERQU [8]. It uses reduced-reference metrics that utilizes features extracted from spatial-temporal regions of the video sequence.  
	Details of Video Quality Metric (VQM) can be found in appendix 9.3 of [8].

	Objective Perceptual Multimedia Video Quality Measurement (VQUAD)
	Objective Perceptual Multimedia Video Quality Measurement (VQUAD) is introduced in section 5.1.4 of NGMN P-SERQU [8]. It uses full-reference metrics and has better robustness for new codecs and less dependency on video types. 
	Details of Objective Perceptual Multimedia Video Quality Measurement (VQUAD) can be found in appendix 9.4 of [8].


4.3
File transfer


4.3.1
File Transfer Accessibility 
4.3.1.1
QuEST Forum

	Name
	Definition
	Details

	None
	
	


4.3.1.2
ETSI

	Name
	Definition
	Details

	"FTP IP Service Access Failure Ratio [%]" [6]
	"The IP-service access ratio denotes the probability that a subscriber cannot establish a TCP/IP connection to the server of a service successfully."
	Formula: 

"(unsuccessful attempts to establish an IP connection to the server / all attempts to establish an IP connection to the server) * 100"


4.3.1.3
NGMN

	Name
	Definition
	Details

	None
	
	


4.3.2
File Transfer Retainability 
4.3.2.1
QuEST Forum

	Name
	Definition
	Details

	None
	
	


4.3.2.2
ETSI

	Name
	Definition
	Details

	"FTP Data Transfer Cut off Ratio[%]" [6]
	"The data transfer cut-off ratio is the proportion of incomplete data transfers and data transfers that were started successfully."
	Formula: 

"(incomplete data transfers / successfully started data transfers) * 100"


4.3.2.3
NGMN

	Name
	Definition
	Details

	None
	
	


4.3.3
File Transfer Access Time 
4.3.3.1
QuEST Forum

	Name
	Definition
	Details

	None
	
	


4.3.3.2
ETSI

	Name
	Definition
	Details

	"FTP IP-Service Setup Time" [6]
	"The IP-service setup time is the time period needed to establish a TCP/IP connection to the server of a service, from sending the initial query to a server to the point of time when the content is sent or received."
	Formula: 

"(t IP-Service access successful - t IP-Service access start) [s]"


4.3.3.3
NGMN

	Name
	Definition
	Details

	None
	
	


4.3.4
File Transfer Throughput
4.3.4.1
QuEST Forum

	Name
	Definition
	Details

	None
	
	


4.3.4.2
ETSI

	Name
	Definition
	Details

	"FTP Mean Data Rate" [6]
	"After a data link has been successfully established, this parameter describes the average data transfer rate measured throughout the entire connect time to the service. The data transfer shall be successfully terminated. The prerequisite for this parameter is network and service access."
	Formula: 

"user data transferred [kbit]  / (t data transfer complete – t data transfer start) [s]"


4.3.4.3
NGMN

	Name
	Definition
	Details

	None
	
	


4.4
Short Messaging
4.4.1
Short Messaging Service Accessibility

4.4.1.1
QuEST Forum

	Name
	Definition
	Details

	To Be Completed
	
	


4.4.1.2
ETSI

ETSI document [6] uses "{SMS | SDS}" notation for short messaging service to indicate that KQI is valid for both SMS of GSM/UMTS networks and SDS of TETRA networks. 
	Name
	Definition
	Details

	"SMS Service Non-Accessibility [%]" [6]
	"The {SMS | SDS} service non-accessibility denotes the probability that the end-user cannot access the Short Message Service (SMS) or Short Data Service (SDS) when requested while it is offered by display of the network indicator on the UE."
	"(unsuccessful{SMS|SDS}service attempts) / (all{SMS|SDS}service attempts) x 100"


4.4.1.3
NGMN

	Name
	Definition
	Details

	None
	
	


4.4.2
Short Messaging Service Access Time

4.4.2.1
QuEST Forum

	Name
	Definition
	Details

	To Be Completed
	
	


4.4.2.2
ETSI

ETSI document [6] uses “{SMS | SDS}” notation for short messaging service to indicate that KQI is valid for both SMS of GSM/UMTS networks and SDS of TETRA networks. 
	Name
	Definition
	Details

	"{SMS | SDS} Access Delay [s]" [6]
	"The {SMS | SDS} access delay is the time period between sending a short message to the network and receiving a send confirmation from the network at the originating side."
	


4.4.2.3
NGMN

	Name
	Definition
	Details

	None
	
	


4.4.3
Short Messaging Service Retainability

4.4.3.1
QuEST Forum

	Name
	Definition
	Details

	To Be Completed
	
	


4.4.3.2
ETSI

ETSI document [6] uses "{SMS | SDS}" notation for short messaging service to indicate that KQI is valid for both SMS of GSM/UMTS networks and SDS of TETRA networks. 
	Name
	Definition
	Details

	"{SMS | SDS} Completion Failure Ratio [%]" [6]
	"The {SMS | SDS} Completion Failure Ratio is the ratio of unsuccessfully received and sent messages from one UE to another UE, excluding duplicate received and corrupted messages. A corrupted SMS (or SDS) is an SMS (or SDS) with at least one bit error in its message part."
	"(unsuccessfully received{SMS|SDS}) / (all{SMS|SDS}service attempts) x 100"

	"{SMS | SDS} Receive Confirmation Failure Ratio [%]" [6]
	"The {SMS | SDS} receive confirmation failure ratio denotes the probability that the receive confirmation for a sent attempt is not received by the originating UE although requested."
	"(non confirmed- {SMS|SDS} receptions) / (all{SMS|SDS}service attempts) x 100"

	"{SMS | SDS} Consumed Confirmation Failure Ratio [%]" [6]
	"The {SMS | SDS} consumed confirmation failure ratio denotes the probability that the consumed confirmation for a sent attempt is not received by the originating UE although requested."
	"(non confirmed- {SMS|SDS}consumptions) / (all{SMS|SDS}service attempts) x 100"


4.4.3.3
NGMN

	Name
	Definition
	Details

	None
	
	


4.4.4
Short Messaging Service Delay

4.4.4.1
QuEST Forum

	Name
	Definition
	Details

	To Be Completed
	
	


4.4.4.2
ETSI

ETSI document [6] uses “{SMS | SDS}” notation for short messaging service to indicate that KQI is valid for both SMS of GSM/UMTS networks and SDS of TETRA networks. 
	Name
	Definition
	Details

	"{SMS| SDS} End - to - End Delivery Time [s]" [6]
	"The {SMS | SDS} end-to-end delivery time is the time period between sending a short message to the network and receiving the very same short message at another UE."
	

	"{SMS| SDS} Receive Confirmation Time[s]" [6]
	"The {SMS | SDS} receive confirmation time is the time period between sending a short message to the network and receiving the receive confirmation for this message from the network."
	

	"{SMS | SDS} Consumed Confirmation Time [s]" [6]
	"The {SMS | SDS} consumed confirmation time is the time period between sending a short message to the network and receiving the consumed confirmation from the network."
	


4.4.4.3
NGMN

	Name
	Definition
	Details

	None
	
	


4.5
Multimedia Messaging

4.5.1
Multimedia Messaging Service Accessibility

4.5.1.1
QuEST Forum

	Name
	Definition
	Details

	To Be Completed
	
	


4.5.1.2
ETSI

	Name
	Definition
	Details

	"MMS Send Failure Ratio [%]" [6]
	"The parameter MMS Send Failure Ratio describes the probability that a MMS-message cannot be send by the subscriber, although he has requested to do so by pushing the "send button"."
	"(unsuccessful MMS send attempts) / (all MMS send attempts) x 100"

	"MMS Retrieval Failure Ratio [%]" [6]
	"The parameter MMS Retrieval Failure Ratio describes the probability that the MMS-message cannot be downloaded by the MT mobile, which received a MMS notification before."
	"(unsuccessful MMS delivery attempts) / (all MMS delivery attempts) x 100"


4.5.1.3
NGMN

	Name
	Definition
	Details

	None
	
	


4.5.2
Multimedia Messaging Service Access Time

4.5.2.1
QuEST Forum

	Name
	Definition
	Details

	To Be Completed
	
	


4.5.2.2
ETSI

	Name
	Definition
	Details

	"MMS Send Time [s]" [6]
	"The time elapsing from pushing the send button after the editing of a MMS-message to the completion of the data transfer is described by this parameter."
	

	"MMS Retrieval Time [s]" [6]
	"The time elapsing between the WAP GET REQUEST and the completion of the download of the MMS will be described by the parameter MMS Retrieval Time."
	


4.5.2.3
NGMN

	Name
	Definition
	Details

	None
	
	


4.5.3
Multimedia Messaging Service Retainability

4.5.3.1
QuEST Forum

	Name
	Definition
	Details

	To Be Completed
	
	


4.5.3.2
ETSI
	Name
	Definition
	Details

	"MMS Notification Failure Ratio [%]" [6]
	"The parameter MMS Notification Failure Ratio [%] describes the probability that the Multimedia Messaging Service (MMS) is not able to deliver the Notification of a MMS-message to the b-parties mobile."
	"(failed MMS - notifications) / (successfully submitted MMS) x 100"

	"MMS End-to-End Failure Ratio [%]" [6]
	"The parameter MMS end-to-end failure ratio describes the probability that the Multimedia Messaging Service (MMS) is not able to deliver a MMS-message after the "send button" has been pushed or the MO party has not received an acknowledgement of the successful transmission from the MMSC."
	"(unsuccessfully delivered MMS - messages) / (all MMS send attempts) x 100"


4.5.3.3
NGMN

	Name
	Definition
	Details

	None
	
	


4.5.4
Multimedia Messaging Service Delay

4.5.4.1
QuEST Forum

	Name
	Definition
	Details

	To Be Completed
	
	


4.5.4.2
ETSI

	Name
	Definition
	Details

	"MMS Notification Time [s]" [6]
	"The time elapsing from the complete submission of the Multimedia-Message to the MMSC to the reception of the Notification (MT) is the MMS Notification Delay."
	

	"MMS End-to-End Delivery Time [s]" [6]
	"The time elapsing from pushing of the "send button" to the reception of the MMS by the b-parties mobile is the MMS End-to-end Delivery Time."
	


4.5.4.3
NGMN

	Name
	Definition
	Details

	None
	
	


5
KQI Scenarios

5.1
The Radio Network Access Phases for Different Scenarios
The E2E procedure for a service in a mobile network in general includes multiple phases, and the radio network access phase is a prerequisite for all services.  The radio network access phases for CS and PS scenarios in mobile network are as below: 

· Radio network access phase for CS scenarios: 
The radio network access phase includes connection setup between a UE and a mobile network (RAN + CN), including RRC connection setup, and RAB connection setup. If a connection has already been set up between a UE and a mobile network when the UE initiates a service setup request, the radio network access phase is not required.

·  Radio network access phase for PS scenarios: 
The radio network access phase includes connection setup between a UE and a mobile network (RAN + CN), including RRC connection setup, RAB connection setup and PDP activation. If a connection has already been set up between a UE and a mobile network when the UE initiates a service request, the radio network access phase is not required.

5.2
Mobile Web Browsing KQI Scenario

The Web Browsing service in a mobile network includes two phases:

-
Page response phase: 
This phase indicates connection setup between a UE and a service server to begin page download, including DNS name server connection setup, TCP transport connection setup, and Web Browsing request.

-
Page download phase: 
This phase lasts from the page response to the page download completion.

The page download phase may involve download in response to a single HTTP GET request, serial downloads in response to multiple HTTP GET requests, or parallel downloads in response to multiple HTTP GET requests. 

The KQIs are classified into accessibility and integrity categories to reflect user experience for Web Browsing services.
	KQI Category
	KQI
	Definition

	Accessibility
	Page Response Success Ratio (%)
	Indicates the probability of successful web page connection setup after a UE initiates a web browsing request.

	
	Page Response Delay (s)
	Indicates the duration from the time a UE initiates a web browsing request to the time the web page connection is successfully set up.

	Integrity
	Page Browsing Success Ratio (%)
	Indicates the probability of successful page downloads.

	
	Page Browsing Delay (s)
	Indicates the duration from the time a UE initiates a web browsing request to the time the UE receives all contents of the web page.

	
	Page Display Delay (s)
	Indicates the duration from the time the server sends the first data packet with a response code to the time the UE receives all contents of the web page.

	
	Page Download Rate (kbit/s)
	Indicates the average download rate of contents displayed on the page.


5.3
Mobile Video Streaming KQI Scenario and Definition

The Video Streaming service in a mobile network includes four phases:

-
Access phase: 
This phase indicates connection setup between a UE and the video streaming application. If a connection has already been set up between a UE and the video streaming application when the UE initiates a Video Streaming service request, the access phase is not required.
-
Video main page opening phase: 
This phase indicates connection setup between a UE and a service server to begin page download, including, transport connection setup and if needed DNS connection setup and Web Browsing request.

-
Initial video streaming buffering phase: 
This phase indicates connection setup between UEs and the content server. Video download starts, including DNS connection setup (optional), TCP connection setup, and video request, and video streaming data is downloaded until the buffering is complete.

-
Video streaming playing phase: 
This phase begins when the buffering is complete and ends when the video download is complete.

The KQIs are classified into accessibility and integrity categories to reflect user experience for video streaming services.
	KQI Category
	KQI
	Definition

	Accessibility
	Video Streaming Start Success Ratio (%)
	Indicates the probability of playing after the user initiates the Video Streaming service and the initial buffer is completed.

	
	Video Streaming Start Delay (s)
	Indicates the duration from the time the user initiates the Video Streaming service to the time the initial buffer is complete and the video plays.

	Integrity
	Video Streaming Stall Frequency
	Indicates the number of stalls per minute during video playing.

	
	Video Streaming Stalled Time Ratio (%)
	Indicates the ratio of the stall durations to the entire video playing periods. 

	
	Video Streaming Download Throughput (kbit/s)
	Indicates the average download rate of video streaming data during the entire Video Streaming service.


5.4
Mobile File Transfer KQI Scenarios and Definitions

For File Transfer service in a mobile network two separate processes need to 
be investigated:

-
The File Upload service process.
-
The File Download service process.
5.4.1
File Upload KQI Scenario and Definition 
The File Upload service process in a mobile network includes two phases:

-
File server response phase: 
This phase indicates connection setup between a UE and a service server to begin file upload, including transport connection setup, and if needed DNS connection setup, and file upload request response.
-
File transfer phase: 
This phase indicates the phase from file transfer starting to file transfer completing. 

The KQIs are classified into accessibility and integrity categories to reflect user experience for file upload services.
	KQI Category
	KQI
	Definition

	Accessibility
	File Request Response Success Ratio (%)
	Indicates the probability that a UE initiates a file upload request and the UE receives the data receiving confirmation message from the server.

	
	File Request Response Delay (s)
	Indicates the delay from the time a UE initiates a file upload request and the UE receives the data receiving confirmation message from the server.

	Integrity
	File Transfer Success Ratio (%)
	Indicates the probability that a UE can successfully transmit all application data.

	
	File Transfer Delay (s)
	Indicates the delay from the time a UE sends a data upload request to the time the UE receives the data receiving response from the server.

	
	File Transfer Throughput (kbit/s)
	Indicates the average rate at which the file is transferred. 


5.4.2
File Download KQI Scenario and Definition
The File Download service phase in a mobile network includes two phases:

-
File server response phase: 
This phase indicates connection setup between a UE and a service server to begin file dowload, including transport connection setup, and if needed DNS connection setup, and file download request response.
-
File transfer phase: 
This phase indicates the phase from file transfer starting to file transfer completing. 
The KQIs are classified into accessibility and integrity categories to reflect user experience for file download services.
	KQI Category
	KQI
	Definition

	Accessibility
	File Request Response Success Ratio  (%)
	Indicates the probability that a UE initiates a file download request and a transfer connection is successfully set up..

	
	File Request Response Delay (s)
	Indicates the delay from the time a UE initiates a file download request to the time the server returns a successful response.

	Integrity
	File Transfer Success Ratio  (%)
	Indicates the probability that a UE can successfully transmit all application data.

	
	File Transfer Delay (s)
	Indicates the duration from the time the server sends the first data packet with a response code to the time the entire filre content has been downloaded.

	
	File Transfer Throughput (kbit/s)
	Indicates the average rate at which the file is transferred. 


5.5
Mobile E-mail KQI Scenarios and Definitions

For E-mail service in a mobile network two separate processes need to
 be investigated:

-
The Sending E-mail service process.
-
The Receiving E-mail service process.


5.5.1
Sending E-mail KQI Scenario and Definition

The Sending E-mail service process in a mobile network includes two phases:

-
Login phase:
In this phase, UEs log in to the connection window of the Email servers after a successful authentication. Users need to log in to the Email servers to be able to receive or send E-mails. 

-
E-mail sending phase: 
The phase from starting up Email sending to Email sending completion.

The KQIs are classified into accessibility and integrity categories to reflect user experience for Sending E-mail services.
.

	KQI Category
	KQI
	Definition

	Accessibility
	Mail Server Login Success Ratio  (%)
	Indicates the probability of successful login after client startup and connection setup.

	
	Mail Server Email Login Delay (s)
	Indicates the delay of successful login after client startup and connection setup.

	Integrity
	Email Send Success Ratio  (%)
	Indicates the probability of successful Email sending.

	
	Email Send Data Transmission Duration (s)
	Indicates the duration from the time a user sends an Email to the time the Email is successfully sent.

	
	Email Send Data Throughput Average (kbit/s)
	Indicates the average data transmission rate for Email sending


5.5.2
Receiving E-mail KQI Scenario and Definition

The Receiving E-mail service process in a mobile network includes two phases:

-
Login phase:
In this phase, UEs log in to the connection window of the Email servers after a successful authentication. Users need to log in to the Email servers to be able to receive or send E-mails. 
-
Email receiving phase:
The phase from starting up Email receiving to Email receiving completion.

The KQIs are classified into accessibility and integrity categories to reflect user experience for Receiving E-mail services.
	KQI Category
	KQI
	Definition

	Accessibility
	Mail Server Email Login Success Ratio  (%)
	Indicates the probability of successful login after client startup and connection setup.

	
	Mail Server Email Login Delay (s)
	Indicates the delay of successful login after client startup and connection setup.

	Integrity
	Email Receive Success Ratio  (%)
	Indicates the probability of successful Email receiving.

	
	Email Receive Data Transmission Duration (s)
	Indicates the duration from the time a user starts receiving an Email to the time the Email is successfully received.

	
	Email Receive Data Throughput Average (kbit/s)
	Indicates the average data transmission rate for Email receiving


5.6 
Mobile Bidirectional Voice KQI Scenario and Definition
The mobile bidirectional voice service includes three phases:

-
Call setup phase: 
This phase includes the calling party dialling to hearing the ring tone.
-
User talking phase: 
A call is established when the called party answers the call. This phase is used to assess voice quality for both calling and called parties.

-
Retention phase: 
This phase is used to assess whether a call is abnormally terminated, or whether the call is interrupted due to poor voice transmission.

The KQIs are classified into accessibility, retainability, and integrity categories to reflect user experience for voice services.

	KQI Category
	Counter KQI
	Definition

	Accessibility
	Perceived Voice Call Setup Success Ratio  (%)
	Indicates within a measurement period the probability that a call is successfully set up. 

	
	Voice Call Setup Delay (s)
	Indicates the average duration from the time the calling party initiates a voice call to the time the calling party hears the ringtone back.

	Retainability
	Perceived Voice Call Dropped Ratio  (%)
	Indicates within a measurement period the probability of call drops. 

	Integrity
	Calling Party Voice Quality Average
	Indicates within a measurement period the average voice quality of the Calling Party during a call.

	
	Calling Party Voice Quality Abnormality Ratio (%)
	Indicates the ratio of voice calls with poor Calling Party voice quality to the total number of calls within a measurement period.

	
	Called Party Voice Quality Average
	Indicates within a measurement period the average voice quality of the Called Party during a call.

	
	Called Party Voice Quality Abnormality Ratio (%)
	Indicates the ratio of uplink voice calls with poor Called Party voice quality to the total number of calls within a measurement period. 


5.7
Mobile Audio Streaming KQI Scenario and Definition

The Audio Streaming service in a mobile network includes four phases:

-
Access phase: 
This phase indicates connection setup between a UE and the audio streaming application. If a connection has already been set up between a UE and the audio streaming application when the UE initiates an Audio Streaming service request, the access phase is not required.
-
Voice main page opening phase: 
This phase indicates connection setup between a UE and a service server to begin page download, including transport connection setup, and if needed DNS connection setup, and Web Browsing request.

-
Initial audio streaming buffering phase: 
This phase indicates connection setup between UEs and the content server. Audio download starts, including DNS connection setup (optional), TCP connection setup, and audio request, and audio streaming data is downloaded until the buffering is complete.

-
Audio streaming playing phase:
This phase begins when the buffering is complete and ends when the audio download is complete.

The KQIs are classified into accessibility and integrity categories to reflect user experience for audio streaming services.
	KQI Category
	KQI
	Definition

	Accessibility
	Audio Streaming Start Success Ratio  (%)
	Indicates the probability of playing after the user initiates the Audio Streaming service and the initial buffer is completed.

	
	Audio Streaming Start Delay (s)
	Indicates the duration from the time the user initiates the Audio Streaming service to the time the initial buffer is complete and the audio plays.

	Integrity
	Audio Streaming Stall Frequency
	Indicates the number of stalls per minute during audio playing.

	
	Audio Streaming Stalled Time Ratio (%)
	Indicates the ratio of the stall durations to the entire audio playing periods. 

	
	Audio Streaming Download Throughput (kbit/s)
	Indicates the average download rate of audio streaming data during the entire Audio Streaming service.


5.8
Mobile SMS KQI Scenarios and Definitions

For SMS service in a mobile network two separate processes need to
 be investigated:

-
The Sending SMS process.
-
The Receiving SMS process.


5.8.1
Sending SMS KQI Scenario and Definition

The Sending SMS process in a mobile network includes one phase:

-
SMS sending phase 
The phase from starting up SMS sending to SMS sending completion.

The KQIs are classified into integrity and retainability categories to reflect user experience for Sending SMS.
.

	KQI Category
	KQI
	Definition

	Integrity
	SMS Send Data Transmission Duration (s)
	Indicates the duration from the time a user sends an SMS to the time the SMS is successfully sent.

	Retainability
	SMS Send Success Ratio  (%)
	Indicates the probability of successful SMS sending.


5.8.2
Receiving SMS KQI Scenario and Definition

The Receiving SMS process in a mobile network includes one phase:

-
SMS receiving phase
The phase from SMS receiving starting to SMS receiving completion.

The KQIs are classified into integrity and retainability categories to reflect user experience for Receiving SMS.
	KQI Category
	KQI
	Definition

	Integrity
	SMS Receive Data Transmission Duration (s)
	Indicates the duration from the time a user starts receiving an SMS to the time the SMS is successfully received.

	Retainability
	SMS Receive Success Ratio  (%)
	Indicates the probability of successful SMS receiving.


5.9
Mobile MMS KQI Scenarios and Definitions

For MMS service in a mobile network two separate processes need to
 be investigated:

-
The Sending MMS process.
-
The Receiving MMS process.


5.9.1
Sending MMS KQI Scenario and Definition

The Sending MMS process in a mobile network includes one phase:

-
MMS sending phase 
The phase from starting up MMS sending to MMS sending completion.

The KQIs are classified into integrity and retainability categories to reflect user experience for Sending MMS.
.

	KQI Category
	KQI
	Definition

	Integrity
	MMS Send Data Transmission Duration (s)
	Indicates the duration from the time a user sends an MMS to the time the MMS is successfully sent.

	
	MMS Send Data Throughput Average (kbit/s)
	Indicates the average data transmission rate for MMS sending

	Retainability
	MMS Send Success Ratio  (%)
	Indicates the probability of successful MMS sending.


5.9.2
Receiving MMS KQI Scenario and Definition

The Receiving MMS process in a mobile network includes one phase:

-
MMS receiving phase:
The phase from MMS receiving starting to MMS receiving completion.

The KQIs are classified into integrity and retainability categories to reflect user experience for Receiving MMS.
	KQI Category
	KQI
	Definition

	Integrity
	MMS Receive Data Transmission Duration (s)
	Indicates the duration from the time a user starts receiving an MMS to the time the MMS is successfully received.

	
	MMS Receive Data Throughput Average (kbit/s)
	Indicates the average data transmission rate for MMS

	Retainability
	MMS Receive Success Ratio  (%)
	Indicates the probability of successful MMS receiving.


5.10
Summary
For some KQI scenarios, we have got the service quality related indicators’ definition. These scenarios with respective KQI categories and KQIs are as below:

	Scenario
	KQI Category
	Key Quality Indicators(KQIs)

	Mobile Web Browsing
	Accessibility
	Page Response Success Ratio  (%)

	
	
	Page Response Delay (s)

	
	Integrity
	Page Browsing Success Ratio  (%)

	
	
	Page Browsing Delay (s)

	
	
	Page Display Delay (s)

	
	
	Page Download Rate (kbit/s)

	Mobile Video Streaming
	Accessibility
	Video Streaming Start Success Ratio  (%)

	
	
	Video Streaming Start Delay (s)

	
	Integrity
	Video Streaming Stall Frequency

	
	
	Video Streaming Stalled Time Ratio (%)

	
	
	Video Streaming Download Throughput (kbit/s)

	File Upload
	Accessibility
	File Request Response Success Ratio  (%)

	
	
	File Request Response Delay (s)

	
	Integrity
	File Transfer Success Ratio  (%)

	
	
	File Transfer Delay (s)

	
	
	File Transfer Throughput (kbit/s)

	File Download
	Accessibility
	File Request Response Success Ratio  (%)

	
	
	File Request Response Delay (s)

	
	Integrity
	File Transfer Success Ratio  (%)

	
	
	File Transfer Delay (s)

	
	
	File Transfer Throughput (kbit/s)

	Sending E-mail
	Accessibility
	Mail Server Email Login Success Ratio  (%)

	
	
	Mail Server Email Login Delay (s)

	
	Integrity
	Email Send Success Ratio  (%)

	
	
	Email Send Data Transmission Duration (s)

	
	
	Email Send Data Throughput Average (kbit/s)

	Receiving E-mail
	Accessibility
	Mail Server Email Login Success Ratio  (%)

	
	
	Mail Server Email Login Delay (s)

	
	Integrity
	Email Receive Success Ratio (%)

	
	
	Email Receive Data Transmission Duration (s)

	
	
	Email Receive Data Throughput Average (kbit/s)

	Mobile Bidirectional Voice
	Accessibility
	Perceived Voice Call Setup Success Ratio (%)

	
	
	Voice Call Setup Delay (s)

	
	Retainability
	Perceived Voice Call Dropped Ratio (%)

	
	Integrity
	Calling Party Voice Quality Average

	
	
	Calling Party Voice Quality Abnormality Ratio (%)

	
	
	Called Party Voice Quality Average

	
	
	Called Party Voice Quality Abnormality Ratio (%)

	Mobile Audio Streaming
	Accessibility
	Audio Streaming Start Success Ratio (%)

	
	
	Audio Streaming Start Delay (s)

	
	Integrity
	Audio Streaming Stall Frequency

	
	
	Audio Streaming Stalled Time Ratio (%)

	
	
	Audio Streaming Download Throughput (kbit/s)

	Sending SMS
	Integrity
	SMS Send Data Transmission Duration (s)

	
	Retainability
	SMS Send Success Ratio (%)

	Receiving SMS
	Integrity
	SMS Receive Data Transmission Duration (s)

	
	Retainability
	SMS Receive Success Ratio (%)

	Sending MMS
	Integrity
	MMS Send Data Transmission Duration (s)

	
	
	MMS Send Data Throughput Average (kbit/s)

	
	Retainability
	MMS Send Success Ratio (%)

	Received MMS
	Integrity
	MMS Receive Data Transmission Duration (s)

	
	
	MMS Receive Data Throughput Average (kbit/s)

	
	Retainability
	MMS Receive Success Ratio (%)


6 Structural Differences
6.1
QuEST Forum
QuEST Forum introduces the Pyramid scheme of indicator categories as Figure 6.1.1:
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Figure 6.1.1 Pyramid scheme of indicator categories
In the pyramid scheme of indicator categories, by standing on the service or user side the service experience related indicators are divided into 3 categories of the perception of quality, the delivery of services and the supplying services. Among them, the indicators for the perception of quality are based on the customer’s experience for the E2E QoS (QoE) of the selected applications, the indicators for the delivery of services are based on the one or more causes within service delivery, and the indicators for the supplying services are based on the root causes from supplying the service.

The selected applications can be read as taking a strong outside-in perspective on telecom quality. Looking from the customer’s quality of experience towards the used services’ contributions to the underlying network performance and finally to the performance of the supply chain in charge to supply this network performance.
6.2
ETSI
In the TS 102 250-1 [10] of ETSI, there is the introduction of the relationship between QoE and QoS. the QoE Dimensions are as Figure 6.2.1:
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Figure 6.2.1  QoE Dimensions
The QoE is measured subjectively by the end-user and may differ from one user to the other. However, it is often estimated using objective measurements. Contributing to the QoE are objective service performance measures such as information loss and delay. Those objective measures together with subjective human components that may include emotions, linguistic background, attitude, motivation, etc.
The TS 102 250-1 [10] speification in ETSI also introduces the relationship among the user satisfaction, QoS and the network performane as  Figure 6.2.2:
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Figure 6.2.2 Relationship among User satisfaction, QoS and Network performane
The relationship among the user satisfaction, QoS and the network performance shows that the network performance is the main factor in the technology, and the user satisfaction is impacted by the user’s QoS requirements and perception, the QoS offered and delivered by the service provider.

6.3
NGMN
In the NGMN-P-SERQU [8], there is the introduction of the relationship among QoE, QoS and Network Performance as Figure 6.3.1:
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Figure 6.3.1 NP, QoS, QoE model and terminology
In NGMN, the objects for the indicators in the service quality definition and management are divided into 3 types of the customer, the service and the network, and so that the indicators’ categories are separately defined as QoE, QoS and Network Performance (NP). QoE can reflect the E2E service quality for the related applications, like the web browsing, the video, etc. QoS can supply the service quality in the different components of the E2E service with the accessibility, the integrity and the retainability for an application. A step further, the NP can characterize the network performance of individual network elements.

6.4
Summary
Among the above standards, the different parts and the same parts are as below:

	Items
	QuEST Forum/TL9000
	ETSI
	NGMN

	Different Parts
	Different indicators types: Delivery of Services, Supplying Service
	Dividing into the objective indicators and the subjective indicators, Subjective human components，Terminal Performance
	No other indicators except for the same parts

	Same Parts
	Including Perception of Service Quality as the experience quality
	Including QoE as the user’s satisfaction
	Including QoE as perceived subjectively by the end user and QoS as the user satisfaction for the service

	
	Including Network Performance indicators
	Including Network Performance
	Including Network Performance


Based on above information from other standard specifications, all indicators systems have considered the service quality on the customer’s and service’s stand. The technology for the service quality also needs supply for 3GPP.

7 Functional Differences
7.1
QuEST Forum
QuEST Forum provides 6 categories of indicators to manage quality in telecommunications, and the concrete layers and categories of indicators are as below:

1) Perception of Quality Layer: 

-
Category 1: End User Quality of Experience Indicators (like: QoE, NPS, CCRR, GSI)

2) Delivery of Services Layer: 

-
Category 2: Network Performance Indicators (like: SOx, CSD, EB initiatives).
-
Category 3: Customer Service Indicators (like: Response Time, OTD, SQ).
3) Supplying of Services Layer: 

-
Category 4: Network Operation Service Indicators (like: Managed Services , SSO , SQ, IRT).
-
Category 5: Network Element Quality Indicators (like: FR, BRR, NPR, SPR, SONE, SFQ, SPR).
-
Category 6: Network Element related Services Indicators (like: FRT, OFR, OTS (R, M, I), OTD, SQ, MTRS).
7.2
ETSI

In the TS 102 250-1 [10] speification in ETSI, the Service Independent QoS Criteria are as below:

-
Unavailability: Unavailability describes the probability that a network or service is not offered to a user.
-
Non-Accessibility: Non-accessibility parameters handle the probability that the user cannot perform a successful access to a network or service when he intends to use the network or service.
-
Time Parameters: Different time parameters occur in QoS measurements. Typical representatives are time parameters like Access Time, Activation Time or Setup Time.
-
Transfer Time: The transfer time is a basic parameter to calculate data rates, meaning to divide the amount of transmitted data by the time period which has been required to transfer this amount of data.
-
Content Integrity: Content integrity parameters describe the quality of the transferred data. Typical representatives are parameters like "Speech Quality", "Video Quality" or "Data Integrity".
The Service Dependent QoS Criteria are as below:

-
Rate Parameters: After a data link has been successfully established, these parameters describe the average data transfer rate measured throughout the entire connect time to the service. 
-
Ratio Parameters: Ratio parameters reflect the relation between a subset and a basic set.
-
Service Non-Accessibility: The service non-accessibility ratio denotes the probability that a subscriber cannot access the desired service successfully.
-
Setup Time: The setup time describes the time period needed to access the service successfully.
-
Failure Ratio: A failure ratio is the probability that a user experiences a malfunction of a certain requested transaction.
-
Cut-off Ratio: A cut-off ratio describes the probability that a user experiences an unintended termination of a transaction.
-
End-to-end Failure Ratio: The term end-to-end failure ratio defines the probability that a transaction with end-to-end meaning fails.
-
End-to-end Delivery Time: The end-to-end delivery time represents the delay that occurs when content is transferred across the complete transmission chain from the data source to the data sink.
7.3
NGMN

In the NGMN-P-SERQU [8], NGMN mainly introduces the method to assess the service quality on the user’s perception side, and provide the standard to judge the service quality model for a service by RMSE, PCC and SROCC, NGMN provides the indicators for a classical service, namely the Video service, and the categories of indicators are as below:

-
Accessibility.
-
Integrity(PSNR, SSIM, VQM, VQUAD, etc).
-
Retainability.
7.4
Summary

Among the above different standards, the indicators in NGMN should be the basic classification for the service quality, so the main component is divided into the Access Component, the Retainability Component, and the Integrity Component, and the different parts are the other indicators item as below:

	Items
	QuEST Forum/TL9000
	ETSI
	NGMN

	Access Component
	Response Time, 
	Unavailability, Non-Accessibility, Time Parameters, 

Service Non-Accessibility,  Setup Time,
	Availability

	Retainability Component
	SOx,CSD, SONE, MTRS
	Failure Ratio, Cut-off Ratio, End-to-end Failure Ratio 
	Retainability

	Integrity Component
	EB initiatives, SSO ,
	Transfer Time, Content Integrity, Rate Parameters, End-to-end Delivery Time

	Integrity(PSNR, SSIM, VQM, VQUAD, etc)

	Other Indicators
	QoE, NPS, CCRR, GSI, OTD, SQ, Managed Services , IRT, FR, BRR, NPR, SPR, SFQ, SPR, FRT, OFR, OTS (R, M, I), OTD, SQ
	Ratio Parameters
	No Indicator


Based on above information from the different standard specifications, all have considered the service quality with the accessibility, retainability and integrity,  which are defined in NGMN, but the concrete indicators are different, in 3GPP the indicators for the service quality should be uniformed to avoid confusion. 
8 Conclusions
By studying the KQIs for the service experience defined in QuEST Forum, ETSI, and NGMN, we have found that:

-
In different standardization organizations, the definitions of the service quality for different applications are different and the structures for the service quality indicators also are different;
-
In NGMN, the requirements for the service quality suggest that the indicators are classified into 3 categories: accessibility, integrity and retainability. In QuEST Forum and ETSI, most service quality indicators can also fit into these 3 categories, but there are few exceptions. 
It is suggested that the structure of service quality indicators in 3GPP should reuse that in NGMN, and the service experience KQIs in 3GPP should be defined in 3 categories: accessibility, integrity, and retainability. In Clause 5, Service KQIs corresponding to 8 scenarios are defined according to these principles. Future work in 3GPP defining service KQIs for additional scenarios, if any, should also comply with these principles.
Follow-up work of this study will address:

-
Service KQIs for potential additional scenarios, and

-
Measurement points in 3GPP network for the identified service KQIs.
Annex A: Mobile MOS Scenario

With the development of mobile broadband networks, the traffic carried is changing from traditional voice into a wide range of mobile Internet based applications. If we use traditional KQI definition to describe the user service experience of these applications, due to the different characteristics of the applications, we need multiple indicators, and the indicators are different for various applications. This will bring trouble in service experience presentation and product design, so we need to adopt an integrated indicator to define service experience.

According to human factors engineering research, subjective experience exists for various levels of perception, for example, from imperceptions, to lose focus, and finally give up. For voice services, ITU have used MOS (Mean Opinion Score) to define the voice quality based on the subjective experience. In implementation, due to the high cost and time-consuming, subjective measurements are replaced by objective measurements to calculate MOS and assess voice quality.

For defining the integrated experience indicator for mobile internet applications, we can learn from the voice MOS definition, and use Mobile MOS to synthetically assess the multiple KQIs of mobile applications. In the Mobile MOS definition, the following key factors need to be considered: 

1. Continuity. The meaning and hierarchy should be consistent with existing voice MOS.

2. Measurability. In the commercial implementations, objective indicator scores can be calculated by a series of parameters which are easy to measure.

3. Mobility. Need to consider the characteristics of the mobile network and the device, such as the terminal screen size will affect the user's experience.

4. Diversity. Need to define the corresponding MOS scheme for various mobile internet applications such as web, video, file transfer, and other popular applications.

5. Evolvability. With the improvement quality of mobile applications, the user experience will gradually improve. Therefore, the definition of the best experience will adapt to the changes of application.

For example, for the MOS definition of mobile video, the assessment object is adaptive video service based on TCP protocol. Factors affecting service experience are the quality of video source, and the buffering event introduced during transmission. When evaluating the quality of the video source, the main consideration is video codec, frame rate, resolution and bit rate. When assessing the impact of buffering, the initial loading time, and the stalling duration during playing stage will be considered.

Generally when defining mobile MOS for web browsing and other applications, we also need to take into consideration their service characteristics, and assess the key factors which affect the experience.

 Annex B: ITU-T definitions

 The following ITU-T Recommendations provide definitions deemed relevant for the present Technical Report:

	ITU-T Recommendation
	Term
	Definition

	P.10/G.100 [2]
	opinion score (in telephony)
	The value on a predefined scale that a subject assigns to his opinion of the performance of the telephone transmission system used either for conversation or only for listening to spoken material.

	P.10/G.100 Amendment 2 [3]
	Quality of Experience (QoE)
	The overall acceptability of an application or service, as perceived subjectively by the end-user.

NOTE 1 – Quality of experience includes the complete end-to-end system effects (client, terminal, network, services infrastructure, etc.).

NOTE 2 – Overall acceptability may be influenced by user expectations and context.

	E.800 [4]
	Quality of service (QoS)


	Totality of characteristics of a telecommunications service that bear on its ability to satisfy stated and implied needs of the user of the service.

	E.800 [4]
	QoS requirements of user/customer (QoSR)


	A statement of QoS requirements by a customer/user or segment/s of customer/user population with unique performance requirements or needs.

NOTE 3 – The customer/user needs may be expressed in descriptive terms (criteria) listed in the order of priority, with preferred performance value for each criterion. The service provider then translates these into parameters and metrics pertinent to the service (see [ITU-T E.802]).

	E.800 [4]
	QoS offered/planned by service provider (QoSO)


	A statement of the level of quality planned and therefore offered to the customer by the service provider.

NOTE 4 – Level of QoS the service provider plans to achieve (and therefore offers) to the customer/user is expressed by target values (or range) for measures of parameters pertinent to a specified service.

	E.800 [4]
	QoS delivered/achieved by service provider (QoSD)


	A statement of the level of QoS achieved or delivered to the customer.

NOTE 5 – Achieved or delivered QoS is expressed by metrics for the pertinent parameters for a service.

	E.800 [4]
	QoS experienced/perceived by customer/user (QoSE)


	A statement expressing the level of quality that customers/users believe they have experienced.

NOTE 6 – The level of QoS experienced and/or perceived by the customer/user may be expressed by an opinion rating.

NOTE 7 – QoSE has two main man components: quantitative and qualitative. The quantitative component can be influenced by the complete end-to-end system effects (network infrastructure).

NOTE 8 – The qualitative component can be influenced by user expectations, ambient conditions, psychological factors, application context, etc.

NOTE 9 – QoSE may also be considered as QoSD received and interpreted by a user with the pertinent qualitative factors influencing his/her perception of the service.

	E.800 [4]
	Service


	A set of functions offered to a user by an organization constitutes a service.

	E.800 [4]
	Speed


	Speed is the performance criterion that describes the time interval that is used to perform the function or the rate at which the function is performed. (The function may or may not be performed with the desired accuracy.)

(Editor’s note: In Section 3.1.1.5 Service quality characteristics)

	E.800 [4]
	Accuracy


	Accuracy is the performance criterion that describes the degree of correctness with which the function is performed. (The function may or may not be performed with the desired speed.).

(Editor’s note: In Section 3.1.1.5 Service quality characteristics)

	E.800 [4]
	Dependability


	Dependability is the performance criterion that describes the degree of certainty (or surety) with which the function is performed regardless of speed or accuracy, but within a given observation interval.

(Editor’s note: In Section 3.1.1.5 Service quality characteristics)

	E.800 [4]
	Availability


	Availability of an item to be in a state to perform a required function at a given instant of time or at any instant of time within a given time interval, assuming that the external resources, if required, are provided.

(Editor’s note: In Section 3.1.1.5 Service quality characteristics)

	E.800 [4]
	Reliability


	The probability that an item can perform a required function under stated conditions for a given time interval.

(Editor’s note: In Section 3.1.1.5 Service quality characteristics)

	E.800 [4]
	Simplicity


	Ease and lack of complexity in the benefit to the user of a function of the service.

(Editor’s note: In Section 3.1.1.5 Service quality characteristics)

	P.800.1 [5]
	Mean opinion score (MOS)


	The mean of opinion scores, i.e., of the values on a predefined scale that subjects assign to their opinion of the performance of the telephone transmission system used either for conversation or for listening to spoken material.

	E.800 [4]
	Customer's QoS requirements
	This is an expression of the level of QoS required by the customer. The criteria and parameters identified to express these reflect the requirements.

	E.800 [4]
	Service provider's offerings of QoS


	The QoS criteria or parameters offered by the service provider are formal terms specified unambiguously and may be used for the following: 

• As the basis for SLA between the service provider and clients on a bilateral basis of agreement.

• Public declaration by the service provider about the level of quality that can be expected by the users at large.

• As the basis for planning and maintaining the service at the level of performance being offered.

• As the basis for users to choose a level of quality to meet their particular requirements among the service provider's offerings.

	E.800 [4]
	QoS achieved or delivered
	The QoS delivered is the actual level of quality achieved or delivered by the service provider and may be used for the following:

• As the basis to compare the delivered with the offerings by the users, regulators and as a check in the SLAs.

• As the basis for any corrective action by the service providers.

	E.800 [4]
	Customer/User perception
	The QoS perceived by the user may be expressed by ratings based on customer surveys and is an indicator of what the user thinks the level of quality received or experienced. This data may be used for:

• Comparison with delivered quality and identifying causes of any ambiguities.

• Planning any corrective actions.
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