
 

Chairman remarks: 

 

“Dear Regulatory Authority,  

 
I am pleased to submit to you the final report of the Broadband Quality of 

Service Working Group. This document represents the Group’s review of 

the Bermuda ‘s broadband industry service and quality environment. 

The observations, findings and recommendations outlined here are the 

result of extensive considerations from the various subcommittees.  The 

hope is that we can offer some guidance to the Regulatory Authority in its 

attempt to apply quality and service standards to the industry.  In turn, we 

hope to build and maintain a world-class internet industry for Bermuda 

and its users.    

I would like to express my sincere gratitude to the many volunteers who 

worked on these recommendations and graciously gave countless hours of 

their time.” 

Nathan Kowalski   
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Quality of Service Working Group Final 

Report 

1. Background 

On May 9th, 2014 the Regulatory Authority of Bermuda (“RA”) conducted a consultation 

focusing on carrier contracts and other consumer related issues. The RA deemed it necessary to 

address broadband speeds and determined that it was in the public interest to find a solution 

that ensures that consumers get the service they are paying for, encourages transparency and 

increases competition. A final decision was made to create a working group to develop 

recommendations to resolve some of these broadband concerns. 

2. Purpose 

The Working Group’s mission is to provide to the RA Board input in the development of an 

island wide broadband framework by drafting a report making recommendations for regulating, 

monitoring and enforcing of a broadband quality of service standards. In particular, the working 

group will focus on the issues surrounding broadband services identified in the Consumer 

Rights: Contracts Consultation 2014, with the goal to recommend solutions that will address 

those needs here in Bermuda. 

3. Responsibilities 

The Working group will be charged with gathering data from other jurisdictions, regulatory 

bodies and obtaining other information necessary to formulate meaningful recommendations 

for these objectives. 

Objectives 

The Objectives below form part of the Contracts Consultation General Determination. The QOS 

Working Group shall address these issues but will not be limited to them. 

A.  Responsiveness 

i. What information will be provided to Consumers about the role of the ISP and the 

Access Provider in the Contract and/or generally by a Service Provider? 
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ii. How will referrals between ISP and Access Providers be tracked in order to ensure 

that the Consumer’s concerns will be addressed in a timely manner by the appropriate 

party? 

B.  Speed 

i. Information about the difference, if any, between the advertised access speed and the 

actual speed that can be consistently achieved on the network; 

ii. What the acceptable standard of speed achieved below the speed advertised will be? 

iii. What the consequences, if any, will be for a Service Provider that provides 

broadband or mobile internet service consistently below the acceptable standard of 

speed; 

iv. How the speed achieved by the Consumer will be measured and recorded, by the 

Consumer and by the Service Provider. 

C.  Availability and Uptime 

i. Information provided about the difference, if any, between the advertised network 

availability and uptime, if any, and the actual availability and uptime that could be 

achieved on the network; 

ii. How will the minimum service availability or uptime be calculated (barring 

unforeseen circumstances); 

iii. What should be the minimum standard of acceptable availability and uptime 

required? 

iv. What consequences, if any? 

4. Responsiveness 

Scope of Work and Findings 

The subcommittee for responsiveness conducted the following tasks and research:  

• Review examples of existing consumer issues and complaints 

• Review data provided in the Survey 

• Review carrier responsiveness to consumers and any complaints 
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5. Prosed Recommendations 

 Consumer education and awareness is the key to Consumer Quality Service. Additional 

Information about services offered should be supplied to the consumer: 

 

o Prior to signing up 

o During support calls 

o In our discussions we consistently highlighted the need for more 

information to be available to the consumer, not just in the contract 

or terms of service. 

 Carriers to be kept more aware of consumer complaints and issues – reporting and 

complaints process  

• Better communication between Access providers and ISP 

o Carriers should communicate between each other and not expect the 

consumer to call the access provider or vice versa. A process needs to 

be established for this. 

• Realistic recommendations for the carriers whilst providing consumers with 

required quality of service. 

• Carriers to supply copies of their troubleshooting steps so that a standard 

checklist can be supplied to consumer. 

6. Speed 

The speed subcommittee divided its analysis from the view of a carrier and consumer 

perspective. 

7. Carrier  

As an industry, telecoms providers understand and support the need for the development of 

standardized consumer troubleshooting guidelines and policies. This would ensure all checks 

and balances are captured on the Carriers end and that the customer is adhering to obligations 

on their end.  

8. SLA’s  

Setting an SLA or expectation for resolution of a speed issue provides the consumer with an 

expected resolution time and gives the Carrier the framework necessary to resolve an issue that 

often drags on, due in part to its nature. It is fair to suggest that complaints lodged with Carriers 

be resolved within 7 days of receipt. In some cases, the resolution may be the determination by 

the Carrier that the issue lies with the consumer’s equipment or other factor influenced by 
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them, in which case this will be clearly documented by the Carrier and kept on the consumers 

file for future reference.  

9. Carrier + Consumer Obligations  

Checklists and standard troubleshooting procedures would need to be developed by each 

Carrier, based on the technology they provide. This would ensure a consistent customer 

experience and ensure no critical steps have been missed. This will also be used for future 

reference if a similar complaint arises. In addition, each Carrier should have internal escalation 

paths that are used to assist in resolving the consumer’s complaint. In the event there are 

separate providers (Access and Internet), the first approached would be required to rule out 

their network and then hand off to the other along with their findings. The consumer would be 

kept informed of progress and both Carriers would be allotted the seven day SLA to carry out 

their respective investigations/testing. There needs to be sufficient accountability on both the 

side of the consumer and the Carrier, if we hope to make significant improvements of 

residential Quality of Service in the market place. When lodging speed complaints with the RA, 

the consumer should be asked a series of questions to ensure they are following the required 

process and also adhering to other requirements. If they have circumvented the process or not 

adhered to documented policies, they should be advised accordingly. At this point it would not 

be an RA complaint. 

• Have you lodged a complaint with your Carrier? 

• If yes, when did you do so? 

• Did they provide you with a formal resolution in writing? 

• Are you using Carrier certified equipment? 

Support would also be required from the RA in ensuring consumer and Carrier compliance with 

policies and guidelines. 

For example, in many instances consumers use equipment that is non-complaint (uncertified by 

the Carriers), which results in degradation or inconsistent quality of service. Each carrier should 

be required to post and update as necessary a list of certified devices and their respective 

firmware versions. These lists would include only the primary device (gateway) used to provide 

final connectivity between the customer and the Carrier. At their end of life, these devices 

would then be removed from their website. 

Carriers need the RA to recognize the need for equipment certification and remind the public 

use of these devices is a requirement and not an option. Carriers should not be required to 

troubleshoot Quality of Service issues for those consumers using uncertified equipment. 
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All carriers would be responsible for the development of detailed speed testing instructions for 

the technologies they provide. These will be made available in predetermined locations on their 

websites and in hard copy form for distribution. 

10. Acceptable Speed Standards 

One of the deliverables for this group was to determine what the acceptable standard of speed 

achieved below the speed advertised will be. This definitely wasn’t an easy task and we were 

unable to find any benchmarks or standards being used in other countries. 

The fact of the matter is that it just isn’t done; in fact it’s almost the complete opposite. All of 

the Carrier sites make specific reference to not guaranteeing speeds. These use terms like 

speed ranges and speed capability. 
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Obviously this isn’t a consumer friendly policy and the purpose of this forum is to assess current 

practices and make recommendations on how we can provide a better, achievable customer experience. 

From a consumer perspective it may seem as if Carriers are looking for a “way out” or trying to avoid 

being held accountable, but the reality of it is Carriers are selling services that are impacted by external 

factors beyond their control. 

In light of the fact that it is impossible to guarantee residential Broadband speeds, perhaps we could find 

a happy medium whereby the consumer is given a guideline that will help them determine if in fact the 

speed they are receiving warrants further investigation by the Carrier. 

Below is a snapshot of some offerings. If a customer is paying for a Basic package at up to 6Mbps but is 

consistently getting less than the top tier of the package below 2Mbps Everyday Low Price, at this point 

it could be classified as a speed issue. *It should be noted that Andrew McDowall (TBI) was not in 

agreement on this point. 
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11. Education 

Education of consumers is a key component in addressing the challenges faced today. We 

should see a direct correlation between our educational efforts and the number of “valid” 

complaints received from the public. 

It is our recommendation that standard educational communications be created as a collective 

effort by the various Carriers. 

Topics suggested would include the following: 

• How much speed do you need? A guide to selecting the speed that is right for you. 

• Why does my connection seem slow? Step by step guide to running a speed test and 

next steps 
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• Broadband speeds and technology- Explore what technologies and equipment support 

high- speed Broadband 

• What can I expect from my service? 

• Home Networking- Understanding Wi-Fi and its limitations 

As Carriers we need to ensure that our customer facing teams consistently and effectively 

communicate a common message to consumers, and acknowledge the fact that educational 

efforts should not be restricted to the consumer. 

When discussing the need to educate consumers, we also noted the importance of 

educating/working with businesses that sell electronic devices that require Internet service. 

Some examples would be Red Laser (GBOX), AF Smith (Apple Products), Complete Office 

(Assorted Electronics), Leisure Time (Gaming Units), etc. 

In some cases older consumers may not have the desire or inclination to learn about 

technology, so we need to ensure the consumers of tomorrow are adequately educated. In 

school seminars and workshops are a great way to ensure our message is heard. 

Collateral should be displayed in all Carrier locations and other key businesses including: 

• Consumer Affairs 

• All Carriers 

• Retail Outlets 

• Schools 

12. Carrier Summation 

In closing, we believe that by developing and introducing standard communications and 

educational documents for consumers and instituting industry best practices for Carriers, the 

result will ultimately be an educated market with realistic expectations. They will learn how to 

determine what their household bandwidth requirements are, and make informed decisions 

when selecting a Carrier. 

We cannot hold Carriers accountable for inconsistencies of speed as the service they provide is 

impacted by other uncontrollable forces as outlined above, but we can certainly improve upon 

the customer experience by ensuring they are armed with information to make informed 

decisions by educating them. The introduction of industry guidelines and troubleshooting 

practices will ensure they consistently receive exceptional treatment when they report issues. 

As an industry we are all striving for the same end result, a happy customer that feels valued 

and would recommend our services to others. Putting these recommendations in place will take 

us one step closer to achieving that goal. 
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13. Consumer 

RA QUESTION 1. Information about the difference, if any, between the advertised access 

speed and the actual speed that can be consistently achieved on the network? 

Yes, there is difference between the Advertised speed and Actual speed available to the 

Consumer. Carriers state residential lines are shared and therefore Consumers should not 

expect the full capacity of the line at any time. 

RECOMMENDED SOLUTION 1 – Verify Actual speed in the beginning: 

1. Carrier be mandated to advise the customer with a “Speed Card” (card that tech writes the 

subscribed speed and actual speed and gives to the customer) of expected line quality — at the 

time of home activation; the speed number cannot be close to the subscription speed level just 

below (e.g.: in 2, 4, 6 speed offering, a 6 meg customer cannot have a speed of 4 Mbps). And 

the Actual speed test number be placed on the customer's account. If a complaint reaches the 

RA, the Carrier will supply the actual speed test number that is attached to their account. If the 

customer upgrades or downgrades and a dispute arises, the Carrier is to test the connection on 

the Customer's premises with the authorized network interface (modem, dongle, broadband 

box, as an example) and that speed will be applied to the customer account as the new Actual 

speed number. 

2. The Carrier be mandated to publicly disclose residential ISP contention rates for internet 

service. This would validate the Carriers statements the line is indeed shared. This will not 

negate any loss of speed obligation, it would simply inform the Consumer of fair use of 

available bandwidth at the DSLAM, Node or Tower. 

RA QUESTION 2. What the acceptable standard of speed achieved below the speed 

advertised will be? 

While carriers know exactly how their networks operate under normal conditions, they refuse 

to be held to a standard minimum line quality — normal operation or peak times. 

RECOMMENDED SOLUTION 2 – RA monitor “Speed Loss Complaints” and Carrier downgrade, 

and refund when lines fail to achieve Actual speed (as defined at home installation): 

Part A. Since there are few Speed Loss Complaints on file with the RA, the Carriers are to provide a 

report that indicates: 

1. How many Speed Loss Complaints required the Carrier to make a visit to the home? 

2. How many Speed Loss Complaints were found to be Carrier network failure? 

3. How many Speed Loss Complaints were unresolved and why? 
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This would be in aggregate - no Consumer data is to be collected. 

The data provided to the RA would indicate if there is a market problem in the first instance. If 

the Speed Loss Complaint system does not work, a third party would have to be contracted and 

paid for by the Carrier, since: it is their network. Consumers have no technical ability to fix 

problems, and the Carrier is taking the consumer's money to deliver a contracted service. 

Part B. Where a line is found to be operating below the Actual speed number (as identified at time of 

installation) on a regular basis, the Carrier will: 

1. Move the customer down to the level that their line is operating and provide a credit 

for the difference. 

2. Notify the customer and the affected ISP (or Access provider) of the downgrade. 

3. In the next month, bill the customer at the slower speed and lower price (either ISP or 

Access provider) until the customer terminates their agreement or the carrier 

technically fixes the problem. Should the customer opt to leave the carrier, no penalty 

will be applied — the customer will return to the Carrier all rented equipment and the 

carrier is to give any purchased equipment setup information to the customer to move 

to another Carrier. 

Note: Regardless of where the fault lies, the consumer needs two parts of the internet — access 

and ISP — to achieve service use; so both should be obligated to provide quality service — not 

one over the other. 

RA QUESTION 3. What the consequences, if any, will be for a Service Provider that 
provides broadband or mobile internet service consistently below the acceptable 
standard of speed?  
RECOMMENDED SOLUTION 3 — The Carrier — both the Access Provider and ISP — 
lose a portion of money through a line downgrade and be unable to retain the 
customer if he/she chooses to terminate. In the instance of a mobile broadband 
provider, if the network cannot operate to the customer's reasonable satisfaction, 
and with an accepted Consumer speed test, the carrier will provide a 100% refund 
of all monies for equipment and services to access the Carrier's network within a 30 
day period.  
I think we need a bit more rationale around this part of the recommendation. 
Wouldn’t they be able to choose another service provider as well? I know it has more 
to do with how they bill but how would that be explained to the mobile providers. 

 

RA QUESTION 4. How the speed achieved by the Consumer will be measured and 
recorded, by the Consumer and by them Service Provider.  
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The Carriers are uneasy accepting a consumer accessible testing method because it 
cannot measure the physical ability of the Carrier network and may guide the 
consumer to believe the Carrier is not being honest when it tests with professional 
equipment.  

RECOMMENDED SOLUTION 4 — Two speed tests be accepted: Speedtest.net, operated by 

Ookla, be adopted for Consumer use and be used as their first data point for raising a 

problem with Carrier. Rationale: Speedtest.net/Ookla is provided by many local ISPs and can 

be used on various devices.  

 

PART A. - Consumer Speed Test. The consumer can use a standardized speed test provided by 
the ISP as evidence that there is a problem. The test must perform a real word Internet test, not 
separate tests of Access and ISP. Whomever the customer contacts first, Access or ISP, they are 
to manage the complaint and pass it off to the associated Carrier because the consumer will not 
have any technical information or equipment to resolve a network issue. In reporting the Speed 
Loss Complaints, the report should indicate the Carrier reporting, on behalf of the customer. 
And where the Speed Loss problem was caused - ISP or Access provider.  

 

Part B. - Carrier Speed Test. - The Carrier would be obligated to test the network up to the 

home interface (modem, dongle, broadband box, as an example); their speed tests will be 

evidence there is a problem they need to fix — if the speed shown is below that of Actual speed 

at time of installation. The Carrier may not report on the Consumer's network, devices or 

equipment - unless it interferes with the Carrier network or does not follow Fair Use or 

Conditions of service). Where the Carrier is renting a wireless device, the Carrier is responsible 

for signal quality up to the manufacture's standard. And where a wireless only environment 

exist, the Carrier responsible should be able demonstrate that at least one device will operate 

as close to Actual speed of the line. In the wireless scenario, the customer would be paying for 

the line, interface and wireless signal quality. 

14. Availability and Uptime 

a) Information provided about the difference, if any, between the advertised network 

availability and uptime, if any, and the actual availability and uptime that could be achieved on 

the network; 

To the best of our knowledge, no regulation or standard exists, both overseas and locally, that 

references availability and uptime for the consumer market. If the Regulatory Authority is 

aware of standards, or otherwise, please provide the necessary details. 

b) How will the minimum standard of acceptable availability or uptime be calculated (barring 

unforeseen circumstances); 
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Until recognized standards have been identified, we are unable to respond to Regulatory 

Authority directive b). 

c) What should be the minimum standard of acceptable availability and uptime required; 

In light of the current status of ISP regulation, at a minimum, an Internet subscriber should 

expect to receive 90% of the subscribed bandwidth in a calendar month, with an uptime of 95% 

in a calendar month or a cumulative total of 1.5 x 24 = 36 hours of downtime in a calendar 

month. 

The proposed availability and uptime standard should apply to both access providers and ISPs - 

landline and wireless service providers. 

d) What consequences, if any, will there be for a Service Provider that provide Service below 

the acceptable standard 

Customers should be reimbursed on a pro-rata monthly basis on all outages that exceed the 

established standard for of uptime. 

The Regulatory Authority will be mandated with ensuring that both the access providers and 

the ISPs meet the standards as referenced above. This will include isolation testing of both the 

access provider and ISP respective networks. 

Any fines should be based on the determination of the access provider or ISP meeting the 

established standard and levied accordingly. 

 

15. Summary of Recommendations 

Responsiveness 

1. Additional Information about services offered should be supplied to the consumer prior 

to signing up and during support calls. 

2. Carriers to be kept more aware of consumer complaints and issues – reporting and 

complaints process should be formalized. 

3. Carriers should communicate between each other and not expect the consumer to call 

the access provider or vice versa.  A formal process needs to be established for this 

communication process.   

4. Carriers to supply copies of their troubleshooting steps so that a standard checklist can 

be supplied to consumer. 

Speed 

1. Setting a Standard Licensing Agreement or expectation for resolution of a speed issue 

provides the consumer with an expected resolution time and gives the Carrier the 
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framework necessary to resolve an issue that often drags on, due in part to its nature. It 

is fair to suggest that complaints lodged with Carriers be resolved within 7 days of 

receipt. 

 

2. Checklists and standard troubleshooting procedures would need to be developed by 

each Carrier, based on the technology they provide. This would ensure a consistent 

customer experience and ensure no critical steps have been missed. 

 

3. When lodging speed complaints with the RA, the consumer should be asked a series of 

questions to ensure they are following the required process and also adhering to other 

requirements. If they have circumvented the process or not adhered to documented 

policies, they should be advised accordingly. At this point it would not be an RA 

complaint. 

 

4. Carriers need the RA to recognize the need for equipment certification and remind the 

public use of these devices is a requirement and not an option. Carriers should not be 

required to troubleshoot QoS issues for those consumers using uncertified equipment. 

 

5. If a customer is paying for a Basic package at up to 6Mbps but is consistently getting less 

than the top tier of the package below say 2Mbps Everyday Low Price, at this point it 

could be classified as a speed issue. 1 

 

6. It is our recommendation that standard educational communications be created as a 

collective effort by the various Carriers.  Topics suggested would include the following:  

 

a. How much speed do you need? A guide to selecting the speed that is right for 

you.   

 

b. Why does my connection seem slow? Step by step guide to running a speed test 

and next steps 

 

c. Broadband speeds and technology- Explore what technologies and equipment 

support high- speed Broadband 

 

d. What can I expect from my service? 

 

e. Home Networking- Understanding Wi-Fi and its limitations 
                                                           
1 It should be noted that Andrew McDowall (TBI) was not in agreement on this point. 
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7. Carrier be mandated to advise the customer with a “Speed Card” (card that tech writes 

the subscribed speed and actual speed and gives to the customer) of expected line 

quality — at the time of home activation; the speed number cannot be close to the 

subscription speed level just below (e.g.: in 2, 4, 6 speed offering, a 6 meg customer 

cannot have a speed of 4 Mbps). And the Actual speed test number be placed on the 

customer's account. If a complaint reaches the RA, the Carrier will supply the actual 

speed test number that is attached to their account. If the customer upgrades or 

downgrades and a dispute arises, the Carrier is to test the connection on the Customer's 

premises with the authorized network interface (modem, dongle, broadband box, as an 

example) and that speed will be applied to the customer account as the new Actual 

speed number. 

 

8. The Carrier is mandated to publicly disclose residential ISP contention rates for internet 

service. This would validate the Carriers statements the line is indeed shared. This will 

not negate any loss of speed obligation; it would simply inform the Consumer of fair use 

of available bandwidth at the DSLAM, Node or Tower. 

 

9. RA monitor “Speed Loss Complaints” and Carrier downgrade, and refund when lines fail 

to achieve Actual speed (as defined at home installation).  Since there are few Speed 

Loss Complaints on file with the RA, the Carriers are to provide a report that indicates: 

 

a. How many Speed Loss Complaints required the Carrier to make a visit to the 

home? 

b. How many Speed Loss Complaints were found to be Carrier network failure? 

c.  How many Speed Loss Complaints were unresolved and why? 

 

10. Where a line is found to be operating below the Actual speed number (as identified at 

time of installation) on a regular basis, the Carrier will: 

 

a. Move the customer down to the level that their line is operating and provide a 

credit for the difference. 

 

b. Notify the customer and the affected ISP (or Access provider) of the downgrade. 

 

c.  In the next month, bill the customer at the slower speed and lower price (either 

ISP or Access provider) until the customer terminates their agreement or the 

carrier technically fixes the problem. Should the customer opt to leave the 
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carrier, no penalty will be applied — the customer will return to the Carrier all 

rented equipment and the carrier is to give any purchased equipment setup 

information to the customer to move to another Carrier. 

 

11. In the instance of a mobile broadband provider, if the network cannot operate to the 

customer's reasonable satisfaction, and with an accepted Consumer speed test, the 

carrier will provide a 100% refund of all monies for equipment and services to access the 

Carrier's network within a 30 day period. 

 

12. Two speed tests be accepted: Speedtest.net, operated by Ookla, be adopted for 

Consumer use and be used as their first data point for raising a problem with Carrier.  

 

Availability and Uptime 

1. No regulation or standard exists, both overseas and locally, that references availability 

and uptime for the consumer market. If the Regulatory Authority is aware of standards, 

or otherwise they should provide these details for consideration. 

 

2. In light of the current status of ISP regulation, at a minimum, an Internet subscriber 

should expect to receive 90% of the subscribed bandwidth in a calendar month, with an 

uptime of 95% in a calendar month or a cumulative total of 1.5 x 24 = 36 hours of 

downtime in a calendar month.  The proposed availability and uptime standard should 

apply to both access providers and ISPs - landline and wireless service providers. 

 

3. Customers should be reimbursed on a pro-rata monthly basis on all outages that exceed 

the established standard for of uptime.  The Regulatory Authority will be mandated with 

ensuring that both the access providers and the ISPs meet the standards as referenced 

above. This will include isolation testing of both the access provider and ISP respective 

networks.  Any fines should be based on the determination of the access provider or ISP 

meeting the established standard and levied accordingly. 

 

 

 

 


