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["ANNEX III

QUALITY OF SERVICE PARAMETERS
Quality-of-Service Parameters, Definitions and
Measurement Methods referred to in Articles 11 and 22

Textual Amendments

F1  Substituted by Directive 2009/136/EC of the European Parliament and of the Council of 25 November
2009 amending Directive 2002/22/EC on universal service and users’ rights relating to electronic
communications networks and services, Directive 2002/58/EC concerning the processing of personal

data and the protection of privacy in the electronic communications sector and Regulation (EC)
No 2006/2004 on cooperation between national authorities responsible for the enforcement of consumer
protection laws (Text with EEA relevance).

For undertakings providing access to a public communications network

PARAMETER(Note 1) DEFINITION MEASUREMENT
METHOD

Supply time for initial ETSI EG 202 057 ETSI EG 202 057

connection

Fault rate per access line ETSI EG 202 057 ETSI EG 202 057

Fault repair time ETSI EG 202 057 ETSI EG 202 057

For undertakings providing a publicly available telephone service

Call set up time ETSI EG 202 057 ETSI EG 202 057
(Note 2)
Response times for directory | ETSI EG 202 057 ETSI EG 202 057

enquiry services

Proportion of coin and
card operated public pay-
telephones in working order

ETSI EG 202 057

ETSI EG 202 057

Bill correctness complaints

ETSI EG 202 057

ETSI EG 202 057

Unsuccessful call ratio

(Note 2)

ETSI EG 202 057

ETSI EG 202 057

Version number of ETSI EG 202 057-1 is 1.3.1 (July 2008)

Note 1

Parameters should allow for performance to be analysed at a regional level (i.e. no less than
level 2 in the Nomenclature of Territorial Units for Statistics (NUTS) established by Eurostat).

Note 2

Member States may decide not to require up-to-date information concerning the performance
for these two parameters to be kept if evidence is available to show that performance in these

two areas is satisfactory.]
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