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Introduction

This report analyzes complaint rates and response times for service performance and billing
Issues across various customer relations (R1,R2, etc.) for the period of Apr 1 to June 30, 2026.
The data aims to identify areas for improvement in customer service response and resolution.

Data Analysis

Complaint Rates: The table shows the complaint rate (percentage) for service performance and
billing for each customer relation. \We can analyze if there are any specific customer relations
with consistently high complaint rates.

Response Times: The table shows response times (working days) for resolving valid complaints
regarding service performance and billing. WWe can assess if response times meet any pre-
defined service level agreements (SLAs) and identify any customer relations with consistently
slow resolution times.
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LICENSEE: QSAT COMMUNICATIONS
2026
SERVICE # Name Layer | A/N/T Target
Jaaneh|l‘u’Iar|[11|Apr|Ma\r|Jur||[12|Jul|Aug|5ep|[13|[}d|Nov|Dec|[14
MANDATORY PERFORMANCE REQUIREMENTS
Complaint rate (Report for Service Performance) d 4 L ond o 0 o o] 0 0 0
l ing Residenti
R1 |Complaint rate (Report for Servic Billing) Layer 5 A neiu 'gﬁs_li's::s atan < 2% 0 0 1] (o] 0 0 0
Complaint rate (Total per service) 0 0 0 1] 0 1]
| Time to resolve valid complaints (Report for Service Performance) N/A | NA ] N/A | AL NAA | AT A | NJA
Time to resolve valid complaints (Report for Billing) Less than 5 working days = 70% NiA | mA ] mgA | A A | NSA | NA | NJA
E Customer Time to resolve valid complaints (Total per service) N NAA ] WA | NA | NAA | NJA | NA | NJA
a Relation & Time to resolve valid complaints (Report for Service Performance) N NAA ] WA | NA | NAA | NJA | NA | NJA
Billing (all || R2 |Time to resolve valid complaints (Report for Billing) Layer 5 A Less than 15 working days = 95% W/A | NA] WA ] /AL NSA ] WAL A [N
E services) Time to resolve valid complaints (Total per service) mia | /A | wga | A | nga | mga | nga | nga
% Time to resolve valid complaints (Report for Service Performance) N NAA ] WA | NA | NAA | NJA | NA | NJA
Time to resolve valid complaints (Report for Billing) Less than 25 working days = 99% NAA | NAA NSA | A WA | A NAA | NJA
Time to resolve valid complaints (Total per service) NAA | WAL WA | NAA | NAA | NJA | NZA | NJA
Less than 4 hours = 100% NSA [ NSA | NJA | NAA | NJA | NJA | NGA | NAA
R19 Time to respond to network issues Layer 2 A / / / f / / V i
Less than 1 hour for ocutage Service = 100% NAA | NAA | NSJA | NAA ] NAA | NJA | NS | NJA
Broadband R20 Offered Throughput Non-Compliance Indicator layer2| AJN < 2% 0 0 0 0 0 0 0 0
MONITORING PERFORMANCE REQUIREMENTS
E R22 Time to Reconnection and Activation of Service after resolution of cause of Lver s A Less than 3 working hours 2 90% HAA | NAAL NJA | MFAL NAA L NZA | NAA [ NAA
- ayer
Customer Suspension Less than & working hours = 99% MA | A mgA | A | A | A | A | NgA
Relation &
E Billing (all
{ services) R33 Service Availability Layer 1 N Over a calendar month > 99.5% 100 | 100 | 100 | 100 | 100 | 100 | 100 | 100
w1
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