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Abstract

Digital Mobile Telecommunication Services (DMTS) have been adopted universally, and developing
countries that hitherto have no established Wireline Telephony have embraced DMTS as a means of
achieving rapid coverage so as to improve their very low level of Teledensity. However, countries that
rely heavily on wireless telephony are faced with new set of challenges in respect of poor Quality of
Service (QoS) delivery. A number of these countries have been relying on bench-marks or Key
Performance Indicators (KPIs) that have been drawn with Wireline services in mind and for which reason
such KPIs have not been adequate as Standard levels for Wireless services even where they are met. In
this paper a comprehensive set of KPIs are proposed for Wireless Voice and Data services that are
applicable to GSM as well as CDMA systems. The proposed set of KPIs are to be measured using one of
or a combination of three methods; Drive test, Monitoring from Network Operating Centres (NOCs), and
Consumer Survey. The KPIs cover Billing-related, Wireless, Data as well as Network-related Technical
Parameters. A list of succinct definitions of the KPIs is also provided as a guide. Monitoring Data on
TCH and SDCCH Congestion level collected from the NOCs of some operators indicate that deviation
from the bench-marks being proposed in this paper can lead to poor Quality Services and often complete
lack of access. Relevance of each of the KPIs to consumer experience is highlighted.
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