Quality parameters of services provided by Telenor Bulgaria for the period 2018-2020 according to Appendix Ne 5 to art. 38 of the General requirements for
provision of electronic communication:

Quality of services provided
Nword Parameter Measurement Value Unit Standard document*
2018 2019 2020
The time by which the fastest 80 % and 95 % of
the <1 <1 <1 days
requests are fulfiled
Time for iniial connection
Fixed to the network Percentage of requests, fulfilled to the date, agreef ETSI EG 202 057-1
with the client, and when the percentage is under ., , .
80% - average number of days of delay after the 9% 9% 9% % days
agreed date.
Fixed ) 3.72% 0.59% 4.19% %
Share of the issues, | oo o206 of portability requests, completed with
related to the number 9e o' b quests, comp! ETSI EG 202 057-1
soriabiity proceduree™ deviations from the normal procedure
Mabile 0.40% 0.30% 0.39% %
Fied | Faultreportrate per fixed| Ratio of the number of vaid faultreports, to the 021% 014% 015% " TSI EG 202 0571
access lines average number of access lines in the network
Troubleshooting period for the fastest 80% and
o B e o o 2.30 hours / 4 hours 2.30 hours / 4 hours 2.30 hours / 4 hours hours
Fixed L period ETSI EG 202 057-1
Percentage of the faults dealt with in the 8% 8% 8% "
maximum period, agreed in the individual contract]
Mean time to answer 14 13 19 seconds
Fixed Response time for ETSI EG 202 057-1
operator services
Percentage of calls answered within 20 seconds , , . ,
(30 sec after 01.03.2015) 85% 85% 8% %
Mean time to answer % 238 32 seconds
Mobile Response time for ETSI EG 202 057-1
operator services
Percentage of calls answered within 20 seconds . . . ,
(30 sec after 01.03.2015) % % 64% %
Fixed 0.0001% 0.0008% 0.0004% %
percentage of complaints| K@l of the bils or which there are complaints
Mabile 9 P filed regarding their correctness, to the total 0.0288% 0.0242% 0.0222% % ETSI EG 202 057-1
regarding bills corectness ;
number of bills
Internet Access| 0.0011% 0.0016% 0.0009% %
For national calls 1.16% 1.36% 2.15% %
Fixed Percentage of ETSI EG 202 057-2
unsuccessul calls
For international calls 0.45% 051% 0.53% %
For national calls 0.39% 0.20% 0.26% %
Mobile Percentage of ETSI EG 202 057-2
unsuccessful calls
For international calls 0.45% 051% 0.53% %
Average period for national dialing 161 114 135 seconds
Fixed Call set up time ETSI EG 202 057-2
Average period for international dialing 181 134 155 seconds
Average period for national dialing 379 3.00 3.00 seconds
Mabile Call set up time ETSI EG 202 057-2
Average period for international dialing 3.99 320 3.20 seconds
Fixed ) ) 788 788 788
Factor for assessing the voice transmission — R
Call connection quality (R factor), in accordance with ITU-T Rec. G. ETSI EG 202 057-2
Mobile 788 788 788
Mobile | Ratio of unsuccessful calls| Raie ©f the number of unsuccessful cals to the 035% 020% 027% % ETSIEG 2020573
total number of calls for a fixed period
Ratio of the number of dropped or interrupted call
Mobile Ratio of dropped calls | connections after they have been successfully 022% 0.18% 0.15% % ETSIEG 202 057-3
placed, due to network issues, to the number of
connections for a fixed period
Highest achieved data transfer spee@ 91446 194 931,254 194 972,899 Kbitls
Internet Access| AC"‘EV‘Z‘:’S:‘:‘ ransfer Lowest achieved data transfer speed 64 6 64 Kbitls ETSI EG 202 0574
Average rate and standard deviation of the data | Average rate - 41971 Average rate - 54 284 Average rate - 70 709 s
wansfer speed Standard deviation - 27 142 | Standard deviation - 37 669 | Standard deviation - 43 056
Internet Access| Cooficient of ge of attempts for data 0.60% 0.20% 0.26% % ETSI EG 202 057-4
attempts for data transfer ransfer
Average data transfer delay a0 3 2 ms ETSI EG 202 057-4
Data transfer delay (one
Internet Access| way)
Standard deviation of the delay 31 30 21 ms ETSI EG 202 057-4
~The standard document contains a definition and i on ‘and statistics for the parameter.

“* The measurement and the statistics in the standard document for this parameter should consider the terms defined in the relevant functional portability specifications.

1

The speed of data transfer of every customer depends on different factors among which: terrain type, buildings' location and density, the place of the consumer in the building (e.g. underground premises), terminal device's model, network congestion and others.
Specific higher or lower rates for data transfer speed than specified in this document can be achieved depending on the influence of the abovementioned factors.

2

The measurements of maximum speed were made with “drive test’ in real mobile conditions country-wide, under usual traffic load and using specific network elements for radio access. According to ETSI EG 202 057-4, the listed maximum speed is 95% percentile,

leaving out the top 5% measurements.

3
Average rate and standard deviation of the data transfer speed and delay are measured under the same conditions stated in p.3.
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