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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, 20121, 

NIZAM GOOLAM

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

Citation and commencement

1. 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 successfully 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-



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) mobile voice service parameters;

(b) mobile short message services (SMS) parameters;

(c) data services parameters (web browsing)

(d) streaming services parameters;

(e) general services parameters;

(f) call centre service parameters;

(g) interconnection parameters;

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

(i) 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) 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

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

(b) establish measurement systems consistent with the 
framework proposed by the Authority;

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

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

(e) 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

(f) 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. 
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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 oppor-
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

(iii) 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 -

(i) duration and frequency of the non-compliance;

(ii) 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-



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

(ii) 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. (1) 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,
20162 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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(R
ule 6 (a)(i) and (c) 

1.1 
M

obile V
oice Service Param

eters 
Param

eters 
Service 

C
ategory 

R
eference 

Form
ula 

M
easurem

ent 
T

arget 
Sanction 

1.1.1 C
all setup tim

e 
The tim

e period starting from
 w

hen a call is 
m

ade 
to 

a 
com

plete 
destination 

(target 
telephone num

ber) to the tim
e of receiving a 

ring back or busy tone. 

Service 
A

ccessibility 

ITU
-T 

R
ecom

m
endation 

E.807 

&
 

ETSI EG
 202 057-2 

Tim
e call alerting – 
D

ial tim
e 

test stations or 
real traffic 

N
ot m

ore than 8 seconds 

R
ule 9(1)- 
- 

(a), (b), (c) (i) or (ii) up to 9 
seconds; or 

- 
(c)(iii)- 
M

20,000 per each additional 
second beyond 9 seconds) 

1.1.2 U
nsuccessful C

all R
atio 

The ratio of unsuccessful calls to the num
ber 

of calls attem
pted in a m

easurem
ent period. 

Service 
A

ccessibility 

ITU
 

R
ecom

m
endation 

E.804 

&
 

ETSI EG
 202 057-3 

N
um

ber of 
unsuccessful calls 

Total call attem
pts 

Test stations or 
real traffic 

N
ot m

ore than 2 %
 of 

attem
pted calls 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or (ii) up to 
3%

; or 
- 

(c)(iii)- 
(M

20,000 per each 0.5%
 

above 3%
) 

1.1.3 C
all drop ratio 

The proportion of successfully established 
calls that w

ere dropped or ended by the 
netw

ork before they can be ended by the 
users. 

Service 
R

etainability 

ITU
 

R
ecom

m
endation 

E.804 

&
 

ETSI EG
 202 057-3 

N
um

ber of calls 
term

inated 
unw

illingly 

Total of successfully 
established calls 

Test stations or 
real traffic 

N
ot m

ore than 2%
 of 

successfully established 
calls 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or (ii) up to 
2.5%

; or 
- 

(c)(iii)- 
(M

20,000 per each 0.5%
 

above 2.5%
) 

1.1.4 N
etw

ork availability 
The ratio of tim

e the netw
ork resources have 

been available to the custom
er to the total 

tim
e of the m

easurem
ent period. 

N
etw

ork 
A

vailability 
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-T 
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ecom

m
endation 

E.804 
[1 – (T

i /T
t )] x 100 

 

Test stations or 
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N
ot less than 99.99 %

 for 
M

SC
/core/Evolved Packet 

C
ore (EPC

) 

&
  

N
ot less than 95%

 for 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or(ii) dow
n to 

99.89%
; or 

- 
(c)(iii)- 
(M

20,000 for each 0.01%
 

below
 99.89%

 for M
SC

/ 
core/ EPC

) &
 

R
ule 9(1)- 
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B
TS/N

B
/eN

B
 

- 
(a), (b), (c)(i) or (ii) dow

n to 
94.5%

; or 
- 

(c)(iii)- 
(M

20,000 per   each 0.5%
 

below
 94.5%

 for 
B

TS/N
B

/eN
B

) 
1.1.5 V

oice quality 
The quality of received speech signal w

ith 
respect to the original speech signal. 

Service 
Integrity 

ITU
-T 

R
ecom

m
endation 

P.863 

M
ean opinion score 

(M
O

S) 

O
r 
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LQ

A
 

Test stations 
A

ll calls better than 3 on 
M

O
S or PO

LQ
A

 

R
ule 9(1)- 
- 

(a);(b), (c)(i) or (ii) for call 
clarity less than 3 on the 
score. 

1.1.6 N
etw

ork C
overage  

Signal 
level 

received 
by 

the 
reference 

antenna at the distance from
 the transm

itting 
antenna. 

Service 
A

vailability 

 

ETSI TS 125 123 
pow

er m
easured by 

distant receiver 
Test stations 

For 2G
 

R
x Level m

ore than 

-96 dB
m

 outdoor 

For 3G
 

R
SC

P m
ore than -100 dB

m
 

&
 -10 dB

 Ec/N
o outdoor 

For 4G
 

R
SR

P m
ore than -100 dB

m
 

&
 -10dB

 R
SR

Q
 outdoor 

R
ule 9(1)- 
- 

(a),(b), (c)(i) or (ii) for all 
areas declared to have 
coverage. 

1.1.7 C
all R
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The 
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e 
interval 

from
 

the 
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D
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O

N
N

EC
T m

essage is passed by the 
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inal 
w

hich 
initiated 

the 
call 

to 
the 

signalling 
system

 
until 

the 
R

ELEA
SE 

m
essage is received by the sam

e term
inal. 

Service 
integrity 

ETSI TS 102 024-9 
Tim

e R
ELEA

SE – Tim
e 

D
ISC

O
N

N
EC

T 

Test stations 
N

ot m
ore than 1 second for 

calling &
 called parties 

R
ule 9(1)- 

(a), (b), (c)(i) or (ii) up to 2 
seconds; or 
-9(1)(c)(iii)-(M

20,000 per 
additional second beyond 2 
seconds) 
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1.2 
M

obile Short M
essage Services (SM

S) Param
eters 

Param
eters 

Service 
C

ategory 
R

eference 
Form

ula 
M

easurem
ent 

T
arget 

Sanction 

1.2.1 E
nd to end SM

S delivery tim
e 

The tim
e period starting from

 w
hen an SM

S 
is sent to the tim

e of receiving the sam
e SM

S 
by the intended recipient.  

Service 
Integrity 

ITU
-T 

R
ecom

m
endation 

E.804 

&
 

ETSI EG
 202 057-2 

Tim
e SM

S received  - 
Tim

e SM
S sent  

Test stations or 
real traffic 

N
ot m

ore than 7 seconds 

R
ule 9(1)- 

(a), (b), (c)(i) or (ii) up to 8 
seconds; or 
(c)(iii)- 

(M
20,000 

per 
each 

additional 
second 

beyond 
8 

seconds) 

1.2.2 SM
S com

pletion ratio 
The ratio of successfully delivered SM

S to 
the 

recipients 
to 

the 
total 

num
ber 

of 
successfully delivered SM

Ses. 
Service 

A
ccessibility 

ITU
 

R
ecom

m
endation 

E.804 

&
 

ETSI EG
 202 057-2 

N
um

ber of 
successfully sent 

SM
Ses 

Total num
ber of send 

SM
Ses 

Test stations or 
real traffic 

N
ot less than 99 %

 of sent 
SM

Ses 

R
ule 9(1)- 

(a), (b), (c)(i) or (ii) dow
n to 

98%
: or  

(c)(iii)- 
M

20,000 
per 

each 
0.5%

 below
 98%

 

 1.3 
D

ata Services Param
eters (w

eb brow
sing) 

Preconditions:  Packet Sw
itched (PS) attached and the respective Packet D

ata Protocol (PD
P) context activated / default Evolved Packet System

 (EPS) bearer 
context activated/data radio bearer context activated. 

Param
eters 

Service 
C

ategory 
R

eference 
Form

ula 
M

easurem
ent 

T
arget 

Sanction 

1.3.1 H
T

T
P IP Service Setup tim

e 

The tim
e needed to establish an IP connection 

to the server of a service, from
 sending the 

initial query to a server to the point of tim
e 

w
hen the content is sent or received. 

 

Service 
A

ccessibility 

ITU
-T 

R
ecom

m
endation 

E.804 

&
 

ETSI TS 102 250 
- 2 

 Tim
e

 service access successful  
– Tim

e
 service access start 

Test stations or 
real traffic 

 N
ot m

ore than 8 seconds 

R
ule 9(1)- 

-(a), (b) (c)(i) or (ii) up to 9 
seconds; or  
- 

(c)(iii)- 
(M

20,000 per each 
additional second beyond 9 
seconds) 

1.3.2 H
T

T
P D

rop rate 

The proportion of incom
plete data transfers 

(w
eb page) and transfers that w

ere started 
successfully. 

Service 
R

etainability 

ITU
-T 

R
ecom

m
endation 

E.804 

 N
um

ber of incom
plete 

data transfers 

Successfully started 

Test stations or 
real traffic 

 N
ot m

ore than 2%
. 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or (ii) up to 
3%

; or 
- 

(c)(iii)- 
(M

20,000 per each 0.5%
 



Param
eters 

Service 
C

ategory 
R

eference 
Form

ula 
M

easurem
ent 

T
arget 

Sanction 

&
 

ETSI TS 102 250 
- 2 

data transfers 
above 3%

) 

1.3.3 H
T

T
P M

ean data rate (dow
nload) 

The 
average 

data 
transfer 

rate 
m

easured 
throughout the entire session of the service. 

 

Service 
Integrity 

 

ITU
-T 

R
ecom

m
endation 

E.804 

&
 

ETSI TS 102 250 
- 2 

  U
ser data transferred 

[M
b/sec] 

(Tim
e data transfer com

plete  – 
Tim

e data transfer started ) 

Test stations or 
real traffic 

N
ot 

less 
than 

72K
b/sec 

for ED
G

E, 5M
b/sec for 

3G
 and 25M

b/sec for 4G
 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or (ii); or  
- 

(c)(iii)- (M
20,000 per 10 

K
b/sec below

 72K
b/sec for 

ED
G

E andM
20,000 per 

100K
b/sec below

 5M
b/sec 

for 3G
 and below

 25M
b/sec 

for 4G
) 

 1.3.4 H
T

T
P IP Service access failure ratio  

The probability that a subscriber w
ould not be 

a able to establish an IP connection to the 
server of a service successfully. 

Service 
A

ccessibility 

 

ITU
-T 

R
ecom

m
endation 

E.804 

&
 

ETSI TS 102 250 
- 2 

 U
nsuccessful attem

pts to 
establish IP connection 

A
ll attem

pts to establish IP 
connection  

 Test stations or 
real traffic 

 N
ot m

ore than 2%
 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or (ii) up to 
3%

;or 
- 

(c)(iii)- (M
20,000 per each 

0.5%
 above 3%

) 
 

1.3.5 D
ata Packet D

elay (latency) 

The am
ount of tim

e it takes, in m
illiseconds 

(m
s), for a data packet to reach the receiving 

end- point after being transm
itted from

 the 
sending end-point.  

Service 
Integrity 

ITU
-T 

R
ecom

m
endation 

Y
.1540 

 

 

Latency 
=

 tpacket received
 

 tpacket  sent [m
s] 

Test stations or 
real traffic 

  N
ot 

m
ore 

than 
100 

m
s 

(Local IX
P) 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or (ii) dow
n to 

90m
s;or 

- 
(c)(iii)(M

20,000 per each 10 
m

sbelow
90 m

s) 

1.3.6 D
ata Packet L

oss 

Packet Loss is the ratio of dropped packets to 
all packets sent from

 the source to D
estination 

over a given period of tim
e. 

Service 
Integrity 

ITU
-T Y

.1540 
(packet sent/packet 
received)) *100 

Test stations or 
real traffic 

N
ot m

ore than 1%
 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or (ii) up to 
2%

; or  
- 

(c)(iii)- 
(M

20,000 per each 0.1%
 

beyond 2%
) 
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1.4 

Stream
ing Services Param

eters 

Param
eters 

Service 
C

ategory 
R

eference 
Form

ula 
M

easurem
ent 

T
arget 

Sanction 

1.4.1  W
eb radio reproduction setup tim

e 
The tim

e period from
 request of audio stream

 
from

 server to reception of first packet of 
audio content. 

Service 
A

ccessibility 

ITU
-T 

R
ecom

m
endation 

E.804 

&
 

ETSI TS 102 250 
- 2 

Tim
e

 reception of 1st data  – 
Tim

e
stream

 reproduction  
test stations or 

real traffic 
N

ot m
ore than 8 seconds 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or (ii) up to 9 
seconds; or 

- 
(c)(iii)-(M

20,000 per each 
additional second beyond 9 
seconds) 

1.4.2 W
eb radio reproduction tune-in drop 

ratio 
The 

percentage 
that 

a 
subscriber 

cannot 
successfully 

com
plete 

stream
 

reproduction 
from

 a given w
eb radio station for a given 

period of tim
e. 

Service 
R

etainability 

ITU
-T 

R
ecom

m
endation 

E.804 

&
 

ETSI TS 102 250 
- 2 

N
um

ber of unsuccessful 
listening attem

pts 

Total attem
pts 

Test stations or 
real traffic 

N
ot m

ore than 2 %
 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or (ii) up to 
3%

; or 
- 

(c)(iii)-(M
20,000 per each 

0.5%
 above 3%

) 

1.4.3 W
eb radio reproduction setup failure 

ratio 
The 

probability 
that 

a 
subscriber 

cannot 
successfully start listening to a given w

eb 
radio station. 

Service 
A

ccessibility 

ITU
-T 

R
ecom

m
endation 

E.804 

&
 

ETSI TS 102 250 
- 2 

N
um

ber of unsuccessful 
reproduction attem

pts 

A
ll reproduction attem

pts 

  

Test stations or 
real traffic 

N
ot m

ore than 2 %
 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or (ii) up to 
3%

; or 
- 

(c)(iii)-(M
20,000 per each 

0.5%
 above 3%

) 

1.4.4 V
ideo stream

ing A
ccess tim

e 
The tim

e duration of a service access from
 

requesting the stream
 until the reception of the 

first stream
 data packet at the user equipm

ent. 
Service 

A
ccessibility 

ITU
-T 

R
ecom

m
endation 

E.804 

&
 

ETSI TS 102 250 
- 2 

T reception of 1st data packet – 
T stream

 request 

Test stations or 
real traffic 

N
ot m

ore than 8 seconds 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or (ii) up to 9 
seconds; or 

- 
(c)(iii) - (M

20,000 per each 
additional second beyond 9 
seconds) 

1.4.5 V
ideo stream

ing reproduction drop 
rate 

Service 
ITU

-T 
U

nintentionally 
Test stations or 

N
ot m

ore than 2 %
 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or (ii) up to 
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Param
eters 

Service 
C

ategory 
R

eference 
Form

ula 
M

easurem
ent 

T
arget 

Sanction 

The 
probability 

that 
a 

successfully 
started 

stream
 reproduction is ended unintentionally 

by the user 

R
etainability 

R
ecom

m
endation 

E.804 

&
 

ETSI TS 102 250 
- 2 

term
inated stream

s 

A
ll successfully started 

stream
s  

real traffic 
3%

; or 
(c)(iii) - (M

20,000 per each 
0.5%

 above 3%
) 

1.4.6 V
ideo stream

ing start failure ratio 
The probability that the first packet of stream

 
cannot be received by the user equipm

ent 
w

hen requested by the user. 
Service 

A
ccessibility 

ITU
-T 

R
ecom

m
endation 

E.804 

&
 

ETSI TS 102 250 
- 2 

U
nsuccessful stream

 
requests attem

pts 

A
ll stream

 request 
attem

pts 

Test stations or 
real traffic 

N
ot m

ore than 2 %
 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or (ii) up to 
3%

; or 
- 

(c)(iii) - (M
20,000 per each 

0.5%
 above 3%

) 
 

1.4.7 
Stream

ing R
ebuffering tim

e 
Tim

e duration betw
een a stream

 doing into 
rebuffering 

m
ode 

and 
continuation 

of 
the 

stream
 afterw

ards. 
Service 

A
ccessibility 

ETSI TS 102 250 
-2 

Tim
e stream

 continuation  - 
Tim

e rebuffering m
sg appears  

Test station or 
real traffic 

N
ot m

ore than 1 second 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or (ii) up to 2 
seconds; or 

- 
(c)(iii)-(M

20,000 per each 
second above 2 seconds) 

 

 1.5 
G

eneral Services Param
eters 

The m
ean, standard deviation and 95th percentile of the distribution of data collected for general param

eters (tim
e param

eters) stated below
 

should be provided as m
easurem

ents.  

Param
eters 

R
eference 

Form
ula 

M
easurem

ent m
ethod 

T
arget 

Sanction 

1.5.1 A
ccount/B

ill com
plaint rate 

The proportion of bills or prepaid accounts 
resulting in a custom

er com
plaint about the 

correctness of a given bill or prepaid credit.  
ETSI EG

 202 
057-1 

N
um

ber of prepaid 
a/c or bill 

com
plaints reported 

A
verage num

ber of 
prepaid accounts or 

bills issue 

M
easurem

ents 
should 

include 
all 

account/bill com
plaints received during the 

reporting period regardless of the validity 
of the com

plaint and the extent to w
hich 

the com
plaint repeats an earlier one. 

N
ot m

ore than 2%
 of 

custom
ers in the reporting 

period. 

R
ule 9(1)- 
- 

(a), (b), (c)(i) or (ii) up to 3%
 

of custom
ers; or 

- 
(c) (iii)-(M

20,000 per each 
0.5%

 above 3%
) 
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Param
eters 

R
eference 

Form
ula 

M
easurem

ent m
ethod 

T
arget 

Sanction 

1.5.2 A
ccount/B

ill C
om

plaint R
esolution 

T
im

e 
Tim

e taken to resolve account/bill com
plaints. 

ETSI EG
 202 

057-1 

Tim
e resolve com

plaint 

- Tim
e register 

com
plaint 

R
esolution shall be deem

ed to m
ean to the 

custom
er’s 

satisfaction, 
such 

that 
no 

further com
m

unications on the issue is 
m

ade 
betw

een 
the 

tw
o 

parties. 
The 

m
ean, 

standard 
deviation 

and 
95

th 
percentile of the distribution of tim

es to 
resolve com

plaints should be provided as 
m

easurem
ents. 

(i) 95%
 com

plaints to be 
resolved 

w
ithin 

2 
w

orking days. 

R
ule 9(1)- 
- 

(a), (b), (c) (i)or(ii) for 
resolution rate less than 95%

 
w

ithin 2 w
orking days, 

 
(ii) 100%

 
of 

registered 
com

plaints 
to 

be 
resolved 

w
ithin 

20 
days. 

R
ule 9(1)- 
- 

(c)(iii)- (M
20,000 per each 

unresolved com
plaint after 

20 days) 
1.5.3 D

isconnection C
om

plaint R
ate 

A
 disconnection is any w

ay of preventing a 
custom

er from
 using a service; it m

ay not 
require physical unplugging of connections. A

 
disconnection com

plaint is a statem
ent by the 

custom
er 

querying 
an 

unjustified 
disconnection. 

ETSI EG
 202 

057-1 

N
um

ber of 
disconnection 

com
plaints 

reported 

A
verage num

ber 
of custom

ers 

M
easurem

ents 
should 

include 
all 

disconnection com
plaints received during 

the 
reporting 

period 
regardless 

of 
the 

extent to w
hich the com

plaint repeats an 
earlier one, and the dates of disconnections 
or 

any 
other 

occurrences 
that 

are 
the 

subject of the com
plaint. 

N
ot m

ore than 2%
 of 

custom
ers in the reporting 

period. 

 

R
ule 9(1)- 
- 

(a), (b), (c)(i), (c)(ii) up to 
3%

; or 
- 

(c) (iii)- 
M

20,000 per each   0.5%
 

above 3%
 

 

1.5.4 D
isconnection C

om
plaint R

esolution 
tim

e 
Tim

e 
taken 

to 
resolve 

a 
disconnection 

com
plaint; m

easured from
 w

hen the com
plaint 

is 
received 

by 
an 

operator 
to 

w
hen 

the 
com

plaint has been resolved. 

ETSI EG
 202 

057-1 

Tim
e resolve com

plaint  
- Tim

e register 
com

plaint 

The 
m

ean, 
standard 

deviation 
and 

95
th 

percentile of the distribution of tim
es to 

resolve disconnection com
plaints should 

be provided as m
easurem

ents. 

i) 
95%

 com
plaints to be 

resolved w
ithin 2 

w
orking days. 

R
ule 9(1)- 
- 

(a), (b),(c) (i) or (ii) for 
resolution rate less than 95%

 
w

ithin 2 w
orking days 

 

ii) 100%
 of registered 

com
plaints should be 

resolved w
ithin 20 

days 

R
ule 9(1)- 
- 

(c) (iii)- 
(M

20,000 per each 
unresolved com

plaint after 
20 days) 

1.5.5 O
rder C

om
pletion tim

e 
Tim

e taken to provide a service in locations 
w

here the service is offered.  
   

ETSI EG
 

202 057-1 

 Tim
e service provided  - 

Tim
e apply for service 

O
rder 

com
pletion/service 

supply 
tim

e 
should be m

easured as the elapsed tim
e 

(w
orking 

tim
e) 

from
 

w
hen 

a 
service 

request is accepted by an operator to w
hen 

a service is provided. Service requests that 
cannot be fulfilled because the operator 
does not offer that particular service in the 
requested location are excluded. 

i) Fixed services &
 ISP:  

95%
 to be com

pleted 
w

ithin seven w
orking 

days. 

R
ule 9(1)- 
- 

(a), (b) 
- 

(c) (i) and (ii) for com
pletion 

rate less than 95%
 

com
pletion w

ithin 7 days 
 

ii) M
obile services: 95%

 
to be com

pleted w
ithin 

one w
orking day. 

R
ule 9(1)- 
- 

(a), (b),(c) (i)or(ii) for 
com

pletion rate less than 
95%

 w
ithin one w

orking day, 
or to both 
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Param
eters 

R
eference 

Form
ula 

M
easurem

ent m
ethod 

T
arget 

Sanction 

iii) A
ll orders should be 

com
pleted w

ithin 20 
days. 

R
ule 9(1)- 
- 

(c) (iii)- (M
20,000 per each 

unresolved com
plaint after 

20 days) 
1.5.6 C

ustom
er R

eported Faults 
The proportion of valid fault reports received 
by an operator reporting period 

 

N
um

ber of valid 
fault com

plaints 
reported 

A
verage num

ber 
of custom

ers 

The num
ber of valid fault reports received 

during 
the 

reporting 
period 

should 
be 

divided 
by 

the 
average 

num
ber 

of 
custom

ers for the service during the sam
e 

period. The averaging is necessary because 
the num

ber of services m
ay vary during 

the 
data 

collection 
period. 

The 
result 

should be provided as a percentage. 

N
ot m

ore than 2 %
 of 

custom
ers in the reporting 

period. 

R
ule 9(1)- 
- 

(a), (b)(c) (i), or (ii)up to 3%
 

of custom
ers: or 

- 
(c) (iii)- (M

20,000 per each   
0.5%

 above 3%
) 

1.5.7 Fault R
epair T

im
e for fixed line access 

A
m

ount of tim
e taken to resolve a fault from

 
the tim

e a custom
er reports the fault. 

ETSI EG
 

202 057 1 
Tim

e fault repaired  - 
Tim

e fault reported  

The 
m

ean, 
standard 

deviation 
and 

95
th 

percentile of the distribution of fault repair 
tim

es shall be provided as m
easurem

ents. 
The m

easurem
ents should include all faults 

cleared during the reporting period. The 
statistics should be based on faults cleared 
in the data collection period, irrespective 
of w

hen they are reported. 

95%
 com

plaints to be 
resolved w

ithin 5 w
orking 

days. 

 

R
ule 9(1)- 
- 

(a), (b)(c) (i)or(ii)- for repair 
rate less than 95%

 
com

plaints resolved w
ithin 5 

w
orking days; 

 
100%

 of registered 
com

plaints be resolved 
w

ithin 20 days. 

- 
R

ule 9(1)(c)  (iii) –(M
20,000 

per each unresolved 
com

plaint after 20 days) 

  1.6 
C

all centre service param
eters 

 
Param

eters 
R

eference 
Form

ula 
M

easurem
ent 

T
arget 

Sanction 

1.6.1 Interactive V
oice response T

im
e 

The duration of the announcem
ent of the entire IV

R
 options 

before a custom
er can m

ake a choice. 
ETSI ES 202 057-1 

Tim
e for entire IV

R
 options  - Tim

e IV
R

 

started 
real traffic 

N
ot m

ore than 
30 seconds 

R
ule 9(1)- 
- 

(a), (b); or 
- 

(c)(iii)- (M
20,000 for each 1 

second beyond 30 seconds) 
1.6.2 

C
ustom

er A
ssistance O

perator A
ccess T

im
e 

The duration of w
aiting after the option to a C

ustom
er C

are 
A

ssistant has been chosen by the C
ustom

er. 
ETSI ES 202 057-1 

Tim
e option to speak to agent  - Tim

e call 
started  

real traffic 
N

ot m
ore than 

3 m
inutes 

R
ule 9(1)- 
- 

(a), (b); or 
- 

(c)(iii)- (M
20,000 for each 

m
inute beyond 3 m

inutes) 
 



479

1.7 
Interconnection Param

eters 
 

Param
eters 

R
eference 

Form
ula 

M
easurem

ent 
T

arget 
Sanction 

1.7.1 M
ean T

im
e-to-R

epair (M
T

T
R

) Interconnection 
L

ink 
D

uration  of the instant a fault has been notified by a 
licensee to the published point of contact of the other 
licensee to the instant w

here the service has been restored to 
the norm

al w
orking order.  

ETSI ES 202 057-1 
Tim

e taken to restore service  - Tim
e

 fault reported  
real traffic/data 

N
ot m

ore than 
2 hours 

R
ule 9(1)- 
- 

(a), (b); or 
- 

(c)(iii)-(M
20,000 for each 30 

m
inutes beyond 2 hours) 

1.7.2 Interconnection L
ink U

tilisation 
The am

ount of transm
ission capacity utilised w

ith respect to 
the total transm

ission capacity provided for interconnection. 
ETSI ES 202 057-1 

A
m

ount of transm
ission capacity 

utilised 

Total interconnection capacity 

  

real traffic 

N
ot m

ore than 
80%

 

R
ule 9(1)- 
- 

(a), (b); or 
- 

(c)(iii)- (M
20,000 for each 1 

%
 above 80%

) 
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 1.8 C

ustom
er perception/satisfaction w

ith Q
uality of Service provided by L

icensee 

A
 licensee shall be subjected to custom

er satisfaction surveys in respect of the follow
ing 

Q
uality of Experience benchm

arks.  
Item

 
Param

eter nam
e 

T
arget 

1.8.1 
%

 of C
ustom

ers satisfied w
ith C

all C
entre/com

plaint handling (e.g. resolution of queries)  
 

1.8.2 
%

 of custom
ers satisfied w

ith billing perform
ance (e.g. prepaid balances, bills) 

 

1.8.3 
%

 of custom
ers satisfied w

ith service availability (e.g. netw
ork availability for voice &

 data) 
 

1.8.4 
%

 of custom
ers satisfied w

ith service accessibility (e.g. unsuccessful call ratio (blocked calls, 
Internet access failures) 

 

1.8.5 
%

 of custom
ers satisfied w

ith service retainability (e.g. dropped calls, dropped internet sessions) 
 

1.8.6 
%

 of custom
ers satisfied w

ith service integrity (e.g. voice quality, dow
nload speed) 

 

1.8.7 
%

 of custom
ers satisfied w

ith the overall service quality 
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11 
 

SC
H

E
D

U
L

E
 2 

R
ule 6 (a)(i) and (b) 

 Q
U

A
L

IT
Y

 O
F SE

R
V

IC
E

 FO
R

 PO
ST

A
L

 A
N

D
 C

O
U

R
IE

R
 SE

R
V

IC
E

S 
 

T
able 1 - Q

uality of Service Param
eters (Q

SP) and Indicators – D
E

L
IV

E
R

Y
 SU

C
C

E
SS R

A
T

E
 

 Q
uality param

eters 
Indicators

1 
T

arget 
(%

) 

Q
SP 1 

T
ransit tim

e 
 Frequency of M

onitoring:  
Q

U
A

RTE
RLY  

Q
SI-1 

D
efined as the average percentage of letters and parcels sent to any location of the 

national territory as standard m
ail that reach their destination w

ithin 3 w
orking 

days of being deposited at a m
ail reception point, taking as reference the total 

am
ount of letters and parcels conveyed. 

Transit tim
e for 

standard m
ail  

(D
+3) 

100 

Q
SI-2 

D
efined as the average percentage of letters and parcels sent to any location of the 

national territory as priority m
ail that reach their destination w

ithin 3 w
orking days 

of being deposited at a m
ail reception point, taking as reference the total am

ount of 
letters and parcels conveyed. 

Transit tim
e for priority 

m
ail  

(D
+3) 

100 

Q
SI-5 

D
efined as the average percentage of docum

ents and parcels sent to any location of 
the national territory, w

hich reach their destination w
ithin 3 w

orking days of being 
deposited at a m

ail reception point, taking as reference the total am
ount of item

s 
conveyed. 

Transit tim
e for 

docum
ents and parcels  

(D
+3) 

100 

Q
SI-6 

D
efined as the average percentage of cross-border letters and parcels, sent to and 

from
 Lesotho as international first-class m

ail, w
hich reach their destination w

ithin 
3 w

orking days of being deposited at a m
ail reception point, taking as reference the 

total am
ount of letters or parcels conveyed. 

Transit tim
e for cross-

border m
ail  

(D
+3) 

85 

Q
SI-9 

D
efined as the average percentage of letters sent to any location of the national 

territory as registered m
ail delivered that reach their destination (delivery at the 

address of the addressee, or w
here it is im

possible to perform
 the delivery, on the 

date of the first attem
pt to perform

 the delivery, and placing of a delivery notice) 

Transit tim
e for 

registered m
ail – Local  

(D
+1) 

80 

                                                           
1The definitions apply to each quality of service indicator (Q

SI).It m
ust be referred that indicators on standard m

ail, priority m
ail, registered m

ail, cross-border m
ail and parcels 

concern only single piece m
ail, and do not take bulk m

ail into consideration. 
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12 
 Q

uality param
eters 

Indicators
1 

T
arget 
(%

) 
w

ithin 1 w
orking day of being deposited at any m

ail reception point, taking as 
reference the total am

ount of registered letters conveyed as registered m
ail 

delivered. 

Q
SI10 

D
efined as the average percentage of letters sent to any location internationally as 

registered m
ail delivered that reach their destination (delivery at the address of the 

addressee, or w
here it is im

possible to perform
 the delivery, on the date of the first 

attem
pt to perform

 the delivery, and placing of a delivery notice) w
ithin 5 w

orking 
days of being deposited at any m

ail reception point, taking as reference the total 
am

ount of registered letters conveyed as registered m
ail delivered. 

Transit tim
e for 

registered m
ail – 

International  
(D

+5) 
100 

Q
SP 2 

(L
oss or substantial delay - 

R
eliability) 

 Frequency of M
onitoring:  

Q
U

A
RTE

RLY 

Q
SI-3 

D
efined as the num

ber of letters or parcels sent to any location of the national 
territory as standard m

ail, w
hich are not returned and w

hich do not reach their 
destination w

ithin 15 w
orking days of being deposited at a m

ail reception point, 
per one thousand letters or parcels conveyed. 

Standard m
ail not 

delivered w
ithin 15 

w
orking days (per one 

thousand letters) 

 
100 

Q
SI-4 

D
efined as the num

ber of letters or parcels sent to any location of the national 
territory as priority m

ail, w
hich are not returned and w

hich do not reach their 
destination w

ithin 10 w
orking days of being deposited at a m

ail reception point, 
per one thousand letters conveyed. 

Priority m
ail not 

delivered w
ithin 10 

w
orking days (per one 

thousand letters) 

 
100 

Q
SI-7 

D
efined as the average percentage of regional and international letters and parcels, 

sent to and from
 Lesotho as international first- class m

ail, w
hich reach their 

destination w
ithin 5 w

orking days of being deposited at a m
ail reception point, 

taking as reference the total am
ount of letters or parcels conveyed. 

Transit tim
e for 

regional and 
international m

ail as 
w

ell as parcels  

(D
+5) 

95 

Q
SP 3 

W
aiting tim

e 
 Frequency of M

onitoring:  
Q

U
A

RTE
RLY 

Q
SI-8 

D
efined as the average percentage of custom

er service operations perform
ed at the 

various types of postal establishm
ents, nam

ely, post stations and post offices, the 
w

aiting tim
e of w

hich does not exceed ten m
inutes. The w

aiting tim
e is m

easured 
from

 the m
om

ent the custom
er starts w

aiting in a queue until he/she is actually 
served, over the w

hole period during w
hich front-desk points are opened. 

W
aiting tim

e at post 
establishm

ents (%
 of 

cases up to 10 
m

inutes) 

 
100 

Q
SP 4 

O
verall quality param

eter  
 Frequency of M

onitoring:  
AN

N
U

ALLY 

Q
SI-11 

The overall quality of service indicator is calculated, in each year, according to the 
levels of quality of service achieved for each of the referred Q

SI in force in each 
year. First, each of the defined Q

SI is given a score, according to the quality 
achieved 

O
verall Q

uality of 
Service Indicator (O

I) 
 

95 
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 T

able 2: Q
uality of service param

eters and indicators – M
ail delivery w

ithin and betw
een D

istricts  

N
U

M
B

E
R

  
D

IST
R

IC
T

 
D

+1 
D

+3 
D

+5 

  
  

From
 M

ain Post O
ffice to D

istrict 
Post O

ffices 
From

 D
istrict PO

s to PO
s 

w
ithin D

istricts 
From

 D
istrict PO

s to other D
istricts Post 

O
ffices 

1. 
B

erea 
Teyateyaneng 

A
ll PO

s 
A

ll PO
s 

2. 
B

otha B
othe 

B
otha B

othe 
A

ll PO
s 

A
ll PO

s 

3. 
Leribe 

H
lotse 

A
ll PO

s 
A

ll PO
s 

4. 
M

afeteng 
M

afeteng 
A

ll PO
s 

A
ll PO

s 

5. 
M

aseru 
M

aseru 
A

ll PO
s 

A
ll PO

s 

6. 
M

ohale's H
oek 

M
ohale's H

oek 
A

ll PO
s 

A
ll PO

s 

7. 
M

okhotlong 
M

okhotlong 
A

ll PO
s 

A
ll PO

s 

8. 
Q

acha's N
ek 

Q
acha's N

ek 
A

ll PO
s 

A
ll PO

s 

9. 
Q

uthing 
Q

uthing 
A

ll PO
s 

A
ll PO

s 

10. 
ThabaTseka 

ThabaTseka 
A

ll PO
s 

A
ll PO

s 

T
A

R
G

E
T

S 
80%

 
95%

 
100%

 
(1) D

+0 
M

inim
um

 85%
 of the m

ail volum
e 

 

 

(2) D
+1 

M
inim

um
 80%

 of the m
ail volum

e  
(3) D

+2 
M

inim
um

 90%
 of the m

ail volum
e 

 
(4) D

+3 
M

inim
um

 95%
 of the m

ail volum
e 

 
(5) D

+4 
M

inim
um

 85%
 of the m

ail volum
e 

 
(6) D

+5 
100%

 of the m
ail volum

e 
 

N
ote: 

(1) D
 represents “D

ay of posting”. i.e. 85%
 of w

ithin and betw
een D

istracts m
ail needs to be delivered to the destination office or custom

er on the sam
e day; 

(2) U
PU

 standards for cross-border m
ail: M

inim
um

 D
+5 for all post offices and agencies for 85%

 of m
ail volum

es; 
(3) M

inim
um

 percentage allow
s for fall out m

argins in case of road blocks and default m
ail vans 

 
  

   



Printed by the Government Printer, P.O. Box 268, Maseru 100 Lesotho

484

15 
  T

able 3: Q
uality of Service and C

ustom
er E

xperience Param
eters and Indicators  

 

D
E

FIN
IT

IO
N

 
L

IC
E

N
SE

E
 R

E
Q

U
IR

E
D

 
A

C
T

IO
N

 
C

R
IT

E
R

IA
 

ST
A

N
D

A
R

D
 

T
A

R
G

E
T

 

1. C
ustom

er satisfaction 
–AN

N
U

ALLY  
M

easurem
ent that determ

ines how
 

w
ell a com

pany’s services m
eet 

custom
er expectations. 

N
um

ber 
of 

served 
custom

ers and num
ber of 

com
plainants 

The 
proportion 

of 
custom

ers’ 
com

plaints to the custom
er base.  

 A
vailability of Service  

 C
ourtesy  

 C
onsistency in service 

 A
ccuracy 

(providing 
correct 

inform
ation to custom

ers) 
 R

esponsiveness  
 Efficiency  

80%
  

2. C
om

plaint resolution/ 
inquiry handling – 
Q

U
A

RTE
RLY 

A
 

docum
ented 

process 
on 

how
 

custom
ers’ 

com
plaints 

on 
loss, 

m
issing item

s, dam
age or delay of 

a Postal and C
ourier article w

hile 
in 

conveyance. 
C

om
plaints/ 

inquiries resolved 

C
om

plaints/ 
inquiry 

register. 
(record 

tim
e 

of 
com

plaint and all necessary 
actions 

taken 
until 

resolved,) 

Tim
e in w

hich a registered com
plaint 

or inquiry is officially responded to 
custom

er.  
 C

ases resolved/total cases recorded.   

Local 
registered 

m
ail 

- 
R

esponse 
given 

in 
5 

w
orking 

days 
after 

its 
receipt 
2. 

International 
registered 

m
ail 

- 
R

esponse given in 3 w
orking days 

after its receipt 

100%
 

3. Service A
ccessibility 

– AN
N

U
ALLY 

Presence 
of 

pick 
and 

drop 
off 

points set out by a licensee or an 
appointed agent. 

N
um

ber 
of 

operational 
service outlets as subm

itted 
by each licensee. 

O
ffices 

operational/ 
N

o. 
of 

offices 
inspected ×100 

A
vailability of service points  

95%
 

4. Licensee D
isclosure – 

AN
N

U
ALLY 

Inform
ation 

displayed 
at 

each 
operational 

outlet 
to 

support 
a 

custom
er’s purchase decision. 

A
vailability of inform

ation 
at licensee outlet  
 

N
um

ber 
of 

offices 
w

ith 
full 

inform
ation operational/ N

o. of offices 
inspected ×100 

 Tariffs  
 O

perational 
H

ours 
-Term

s 
and 

conditions of carriage   
 Liability policy 
 D

elivery tim
elines  

 Prohibited goods  
 C

ontact inform
ation 

95%
 

5. Speed and R
eliability 

– Q
U

ARTERLY 
The 

tim
e 

it 
takes 

to 
deliver 

a 
Postal and C

ourier service against 
w

hat is prom
ised by the licensee.  

 Tracking system
 

A
verage transm

ission tim
e (in days) 

taken betw
een posting and delivery of 

docum
ents and parcels.  

A
ll docum

ents and parcels delivered 
w

ithin 72 hours.   
85%

 

  


