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l,{r. Speaker

I stand grateful for affording me this opportunity to address this

distinguished August House on the Mobile Network Communicatjons

Quality of seMce, the Tariffs in the Communications Sector and the
opening of the mobite network communications market and the fixed
line seMce. lt js Government's intention to continue on the path of
growth in the Information and communication Technology (tCT) sector
and attract investment which shatt lead to employment creatjon and

improved tivetihood of the people.

Sir, the ICT Act No. 15 of 2009 under Part 5 provides for the regutation

of Prices charged to consumers for ICT services (Tariffs). Thjs provision

gives the Zambia Information and Communications Technology

Authority(ZICTA) powers to review atl tariffs prior to their introduction

on the Zambian market. Furthermore, the Act requires that ICT tariffs
in Zambia shall be cost based, transparent and non-discriminatory with
regards to geographical markets, age and sex of subscribers.ln order to
support the Regulator's mandate,a stud).was undertaken whose majn

objective was to determine the actuaL cost of providjng ICT seMces on

the Zambjan market. The study reveated that the prices for tCT

services were hi8h,

The fottowing are the resutts of the interventions taken by the
Government through the regutator:

1. Reduction of the cost of catting across network Initialty it was

very costly to make a catl from one mobite network to another,



4.

2.

3.

For instance in 2009, it was K1.68 per minute and after the

intervention, jt is now K1.36 representing a reduction of 19%

For catLs within the same network, in 2009 it was Kl.44 and a{ter
the interventions it is now K1.16 representing a reduction of 2 0%

By promoting competition through effective infrastructure

sharing, access and interconnectjon, operators have been

competled to run yarious promotionai incentives that offer free
and discounted minutes which have resutted in the effective

average tariff coming down to as tow as 45 ngwee per minute

from about 79 ngwee in 2009 representing a reduction of 43%

Thc pricing of interne! has aho dropped sjgnificantty from about

K 1,250 in 2009 to about K 130 per 1GB today.

Sir, most of you have travelted abroad and been victims of high mobile

roaming chaages. In order to reduce the lnternationat roaming charges

the SADC Ministers responsibte for ICT and Postat services djrected that
the SADC membeB should facititate a reduction in mobile roaming

charges for traveLUng SADC citizens and residents within the SADC

Region, Zambia incLuded. To this end, four SADC member states which

incLude Eotswana. Namibia. Zambia and Zimbabwe have undertaken a

pilot project from l5r September, 2015 to 1't October, 2015 to actuatize

and realize the Minister's initiative on a bilateral basis subiect to
adjusting the existing roaming agreemeots.

Mr. Speaker



A benchmark stridy was done which showed that Zambia is

competitive in terms of prices for calling within the network. For

instance, the pdce in USS cents is 9 cents for Zambia whereas for
Zimbabwe it is 515 cents, Namibia 513 cents, tilalawj, S locents and

South Africa S 10 cents. However other countries like Kenya and

Tanzania are lower with rates of 56 cents and 8 cents respectively.

Desplte the interventions by the Regu{ator, the majority of Zambians

stitL find the cost of communi.ation seMces too high. My Government

through the regutator has developed effective tariff regulations and

shall liaise with the Operators before determining the price caps and

ceilings for tariffs in the tCT.

Mr Speaker

Not onty should the communication seMces be tooked at from the
tariff pricing point of view, but atso the quatity of Service
(Qos).r'ccording to the lntenationdl Tele.onmunications union
stdndard, Quality ol Service is defined as o co ective effect ol
seryke peffofmonces, which detemine the degree of sotistoction
of d user of o seryice.

Simpiy put, quatjty of Service is the end to end experience that a

customer encounteB on a mobite network or internet service platform.

It is important to note tha! if just one of the many attributes of the
seMce is not satisfactory, the overall perception from a user's point of
view may be perceived to be poor.



Sir, in order to protect the interest of consumers, the ICT Act No. 1 5 of
2009 has given ZICTA mandate to set quatity of sewice standards,

monitor and enforce the set standards across atL segments of the ICT

Sector.Consequentty, ZICTA has put in ptace quality of service
guidetines which contain sixty seven (67) standards to be met by the
licensees. To assist in enforcjng the guidelines, ZTCTA acquired
equipment (IBYS QoS System) to measure and monjtor the end to end
quality of service and adherence to set standards,

From 2009, ZlCTAhas been monitoring the performance of the
operators against the five key qos standards. These being the call
setup time, catl drop rate, catl success rate, SMS delivery time and SMS

detivery success. Suffice to say that ZICTA continues to buitd technicat
capacity to measure voice quality and inte.net speeds. In additjon, the
Regulator coLlects data on the performance on non technicat aspects of
the service through the compLaints management syst€m.
Notwithstanding, the Qos guidetines requires that seMce providers to
submit to ZICTA, quarte.Ly QoS reports regarding compliance to alt
sixty seven standards.

Overtime, it has become evident that the performance of the mobite
network providers is below standard especially on dropped catts, SMS

deLivery rate and vojce quatity. This outcome js consistent with the
number of complaints recejved by the reguLator and indeed the pubLic

opinionthat on average, the network service provjders, performance

leaves much to be desired.The Regulator may enforce
administrativesanctions and where the breach is considered serious or



pe.sistent the Regulator can institute criminaL proceedings. In

enforcing the QoS gujdeLines, ZICTA meted out the 'name and shame'

sanctjon and pubtished in the daiLy newspapers for quarter 1 and 2 of

2015.

To ensure Quatity of SeMce and Quatity of Experience, the operators

have been directed to commit and adhere to the set QoS guidelines

puRuant to the lcT act No. 15 of 2009. lt must be noted that all the

operators have commenced investment in upgrading their networks

and call centersto improve quaLity of Service and experience.

Mr Speaker

In summary | wish to demonstrate Government's commitment to the

development of the ICT sector whjch greatly impacts atL other sectors.

Io this effect the sectors is in the center of all busjness processes and

support the socio-economjc deve{opment of the country. Government

witL continue to ensure that consumers enjoy quatity seMces at

affordable and competitive tariffs.

Ithank you, r. Speaker Sir


