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PART 1 - INTRODUCTION
Interpretation

Unless otherwise expressly defined in this Policy on

the Quality of Retail telecommunications Services

Provided to the Public (the “Policy”), the terms

listed in the Policy shall have the corresponding

meaning ascribed to them in:

i. [the Telecommunications Law promulgated
by Decree Law No. 34 of 2006 on the
promulgation of the Telecommunications
Law, as amended by Law No. 17 of 2017
amending the Telecommunications Law (the
“Telecommunications Law”); and

ii. the Decision of the Board of the Supreme
Council for Information and Communication
Technology No. 1 of 2009 on the
promulgation of the Executive Regulation for
the Telecommunications Law, as amended or
replaced from time to time including as a

result of amendments to the
Telecommunications Law of 2009 (the “By-
Law”).

Background and Scope

Transforming the State of Qatar into a smart and
connected nation requires advanced communication
services with the highest quality standards. Without
the relevant quality of service (QoS), eHealth or
eEducation will remain unrcachable dreams, cities
will not be as “smart” as they could be, the safety of
connected cars will not be ensured, and IoT services
will not deliver their full benefits.

With the increasing prevalence of communication
services, the Information & Communications
Technology (ICT) sector worldwide is building new
business models and new services are available.
Accordingly, the quality of communication services
available in Qatar will determine Qatar's ability to
compete internationally and the extent to which
Qatar will take advantage of these new
opportunities.
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The State of Qatar has issued two milestone

documents emphasizing the paramount importance

of the quality of communication services for its
development:

i. The Qatar National Vision 2030 (the “QNV
2030) has the aim of achieving the ambitious
goal of the State of Qatar being a knowledge-
based economy in which communication
services will serve as an enabler for economic
growth, social development and
environmental management. The availability
of 'high standards of telecommunication
services' represents a foundation on which the
four pillars of QNV 2030 - the human, the
social, the economic and the environmental
developments - are constructed; and

il. The National Broadband Plan (the “NBP”)
further acknowledges the importance of QoS
and requires the Communications Regulatory
Authority (the “CRA”) to 'act to ensure
adequate Quality of Service' by redefining a
set of QoS metrics to measure the
performance of fibre-based services and
publishing retail QoS metrics (Policy Action
1.5). Further, the NBP links the quality of
communications services to an adequate level
of competition in the market.

The Individual Licenses granted to Licensees
address QoS. However, the related requirements
were defined at a time when only traditional voice
services were available. The continuing
transformation of communication services requires
a forward looking and flexible approach to enable
the development of a smart and connected nation.
To that end, the CRA has embarked since 2017 on
an extensive consultation process with the
Licensees to develop a relevant regulatory
framework for the QoS of retail communications
services provided in Qatar.

This Policy establishes CRA's objectives,
principles and approach to the QoS of retail
communications services provided in Qatar. The
QoS of wholesale communication services falls
outside the scope of this Policy and is addressed in
the wholesale regulatory framework.
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Legal Basis for this Policy

The Emiri Decision No. (42) of 2014 established
the CRA to regulate the communications sector,
postal services, and access to digital media in the
State of Qatar with the goal of achieving open and
competitive ICT and Postal sectors that provide
advanced, innovative, and reliable communication
services.

As part of its mandate, the CRA shall set QoS
standards for communication services and monitor
the compliance of Licensees with these standards
(Emiri Decision, Article 4(10)). This provision
reinstates Article 4(8) of the Telecommunications
Law which requires the CRA to set “criteria for the
quality of service of telecommunications services
provision”, and Article 50(6) of the
Telecommunications Law authorizing the CRA to
establish the rules regulating 'quality of service
requirements and service quality monitoring and
compliance procedures'.

Article 101 of the By-Law specifies that the
minimum quality standards may be amended after
consultation with the related Licensees, and the
new criteria shall be either included in the Licenses
or issued by an Order.
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PART 2 - Policy Objectives

The primary objectives of this Policy are to:

i, ensure that the QoS of the retail
communication services provided by
Licensees addresses the needs of all
customers and provides for the appropriate
delivery of the content or services requested
by customers;

ii. follow a balanced, collaborative, and
pragmatic approach by:

a. taking into consideration the related
costs for Licensees and the continuing
evolution of needs and requirements of
customers;

b. focusing on known or predicted areas of
concern; and

c. taking account of international best
practice;

iii. adapt QoS obligations as necessary over time
to reflect the changing environment, the
improvements resulting from the evolution of
technologies, and the objectives of the State

of Qatar;

iv.  encourage customers to provide feedback on
QoS;

v.  provide accurate and relevant information to

customers on QoS when choosing between
the services of different Licensees;

Vi use the availability or publication of
Licensees' performance against QoS
parameters as an incentive to improve QoS
well above a minimum acceptable level.

PART 3 — The CRA Approach to QoS

The CRA will publish a Regulation related to the
Quality of Retail Communication Services
Provided to the Public (the “QoS Regulation™).
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The indicators for Mandatory and Monitoring
Objectives will be taken from each Telecom Layer
representing all the aspects of the Quality of Service
and defined as below:
e Layer 1: Network
Accessibility
e Layer 2: Broadband Infrastructure performance
e Layer 3: Basic Services Quality:
o accessibility, retainability, integrity on
voice calls, messaging and all on-net
services

Availability  and

o Interconnection between operators for
these services
e Layer 4: Internet service:
o email, file transfer, TV, streaming, web

browsing, OTT apps, online games, VPNs

o other professional use
e Layer 5: Quality of the other interactions the
end user can have with the SPs:
o  customer journey quality on billing
o customer care, etc.
o porting and publication obligations;

The QoS Regulation will specify the measurement
methods and reporting and publication obligation
toward the Telecommunication Service Providers
The QoS Regulation will identify the different
sources that may be used to collect data while
monitoring or measuring the different layers

The Service Providers will be obliged to provide
the CRA with Quality of Service Compliance
Reports (QCR) and those will be validated by the
CRA. The reporting and the analysis are detailed in
the QoS Regulation.

The CRA may publish the reports on its website
and the press.

The CRA may develop customers’ awareness of
QoS, for instance by publishing on its website the
QoS achieved by each of the Licensees, and by
requesting comments and feedback from
customers.

The CRA will require Licensees to publish
information regarding the QoS of the services that
they provide so that customers may be better
informed of the QoS they can expect and so that
there are incentives to improve QoS.

The CRA will measure and assess QoS, as far as
practicable, from the perspective of customers
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From the results obtained, several possibilities are
available for CRA and are detailed in the
Regulation framework.

The CRA will review the adequacy and
effectiveness of the QoS Regulation from time to
time and the CRA expects to conduct the first
formal assessment two years after the Effective
Date of the QoS Regulation, in accordance with a
procedure to be set out in the QoS Regulation. Any
variation to the QoS Regulation shall be published
on CRA website.
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