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Regulation on the quality and universal service of 

communications networks and services 

Issued in Helsinki on 19 December 2014 

The Finnish Communications Regulatory Authority (FICORA) has, under sections 86, 87 

and 244 of the Information Society Code of 7 November 2014 (917/2014), laid down: 

 

 
 

Chapter 1 General provisions 

Section 1 Objective of the Regulation 

The objective of this Regulation is to ensure the operability, performance, 

reliability and quality of communications networks and services in normal 
conditions and to determine consistent meters used for quality assessment 

of the customer service. 

In addition, the objective of the Regulation is to promote the realisation of 
universal services by determining the measurement and verification 
requirements for subscriptions provided as universal services, as well as 

sufficient technical quality of subscriptions provided to persons with hearing 
and speech impairments. 

Section 2 Scope of application 

This Regulation lays down provisions in: 

 Chapter 2 on the performance capacity and quality of public 
communications networks and the communications services provided 
therein, as well as performing measurements of them; 

 Chapter 3 on the monitoring of quality parameters with regard to the 
customer service of a communications service provided in a public 

communications network; 
 Chapter 4 on the technical definition and measurement of the minimum 

rate of a functional internet access pertaining to the universal service 

obligation and on the technical features of universal service 
subscriptions provided to persons with hearing and speech 

impairments; and 
 Chapter 5 on the documentation related to the requirements in the 

Regulation. 

The requirements in section 7 of the Regulation are applied to the DVB-T 

and DVB-T2 network services in so far as they concern television or radio 
broadcasting operations requiring a programming licence referred to in 

section 22(1) of the Information Society Code or public service television or 
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radio broadcasting operations of the Finnish Broadcasting Company Ltd 
(Yleisradio Oy) referred to in section 22(2) of the Information Society Code, 

and the transfer, provision and distribution of related supplementary and 
ancillary services. 

The requirements in section 7 of the Regulation are applied to the DVB-C 

network service and the IPTV service in so far as it concerns the transfer, 
provision and distribution of: 

1) public service television programmes referred to in section 7(1) of the 
Act on Yleisradio Oy (1380/1993),  

2) public interest programmes referred to in section 26 of the Information 
Society Code; and 

3) related supplementary and ancillary services. 

Section 7(5) of the Regulation is also applied to a communications service 
related to the functions referred to in subsections 2 and 3 above. 

The Regulation is not applied to DVB-T and DVB-T2 network services in so 

far as they concern digital television broadcasting operations that last no 
more than three months and that are referred to in section 9(1) of the 
Information Society Code or television broadcasting operations that do not 

require a licence and that are referred to in section 6(3). 

Section 3 Definitions 

Communications network or service component means in this Regulation 
the network element, device or information system of which a 

communications network or service is comprised, or which it utilises. 

DVB-T network service means in this Regulation digital terrestrial television 
broadcasting services in accordance with the DVB-T (Digital Video 

Broadcasting, Terrestrial) standard. 

DVB-T2 network service means in this Regulation digital terrestrial 
television broadcasting services in accordance with the DVB-T2 (Digital 

Video Broadcasting, Terrestrial 2) standard. 

DVB-C network service means in this Regulation digital cable television 
broadcasting services in accordance with the DVB-C (Digital Video 
Broadcasting, Cable) standard. 

Main transmitter of the television network means in this Regulation 
transmitters in DVB-T and DVB-T2 networks which are used to create the 
coverage area of the terrestrial television network.  

Gapfiller of the television network means in this Regulation transmitters 

that often have significantly lower power than the main transmitters and 
that are used to ensure the local reception of the transmissions of the 

terrestrial television network in areas where the signal sent by the main 
transmitter is weak. 

IPTV service means in this Regulation a contract-based service that enables 

at least the linear reception of all freely available nationwide television 
programmes via an internet access service for a telecommunications 
operator's own broadband customer. 
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Super head end means in this Regulation equipment connected between 
reception antennas and other signal sources as well as the head ends of the 

cable television network to process signals distributed in the cable 
television network. 

Head end means in this Regulation equipment connected between reception 

antennas or other signal sources and another component of the cable 
television network to process signals distributed in the cable television 
network. 

Chapter 2 Performance and quality of communications networks 

and services 

Section 4 Requirements for communications networks and services 

A telecommunications operator must monitor the performance of the 

communications network or service components it administers, and the 
quality and service reliability of the communications networks and services 
it provides. 

The telecommunications operator must measure the utilisation rate of the 
capacity of the components in the communications networks or services. 
The telecommunications operator must determine sufficient limit values for 

the utilisation rate of capacity in order to ensure the quality of service. If 
they should be exceeded, the telecommunications operator must take 

appropriate measures to ensure that the capacity of the network is 
sufficient. 

The telecommunications operator must be able to perform separate 
measurements by means of which it can verify the performance of the 

communications network or service components it administers and the 
quality of the communications services it provides. If necessary, the 

telecommunications operator must begin these measurements. 

The measurements of the network performance and the traffic quality must 
not cause disturbance to other forms of network usage. 

The telecommunications operator must have appropriate mechanisms for 

handling the measurement results listed in subsections 1 and 2.  

Section 5 Special requirements for public telephone services 

A telecommunications operator must measure and annually compile 
statistics on the availability of the communications network and service 

components that it administers and that affect the availability of public 
telephone services. 

The telecommunications operator must in mobile networks dimension the 
communications network and service components that it administers and 

that affect the functionality of telephone traffic. The dimensioning must be 
implemented in such a manner that the annual unsuccessful call ratio is no 

more than 1% of all call attempts. The dimensioning must take into 
consideration the measured values of traffic quantities as well as realistic 
projections for development over the long them. The telecommunications 
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operator must compile statistics on call barring of its public telephone 
services in mobile networks on an annual basis. 

The telecommunications operator must be able to measure and compile 

statistics of the call set-up time separately for national and international 
calls. 

The telecommunications operator must be able to clarify the reasons for 

unsuccessful call set-up, dropped calls and imperfect call clearing. 

Section 6 Special requirements for internet access services 

A telecommunications operator must be able to measure the data transfer 
rate, delay, delay variation and packet loss of the internet access service it 

provides to the customer. 

The telecommunications operator must measure and assess the 
performance of the access network it uses for providing internet access 

services.  

The telecommunications operator must measure and monitor per 
subscription the line rate or the achieved data transfer rate in xDSL 
services. 

The telecommunications operator must measure the response time of the 

DNS resolver, access management and DHCP services it provides. The 
telecommunications operator must be able to compile statistics of the 

measurements it has performed. 

Section 7 Special requirements for television services 

The average availability of the television network's transmitters, calculated 
on a six-month moving average basis, must be at least 99.5% for main 

transmitters and 98.5% for a gapfiller. Unavailability refers to the duration 
during which the transmission power of a transmitter has dropped more 
than 3 dB or the transmission power of a service transmitter is more than 6 

dB below the power of a normal transmitter. Statistics must be compiled on 
the availability rate of main transmitters and gapfillers on a monthly basis. 

The average availability of the DVB-T and DVB-T2 network service's 

channel-specific transmit power, calculated on a six-month moving average 
basis, must be at least 99.5%. Encoding, multiplexing, remultiplexing and 

transfer are to be taken into consideration when monitoring availability. 
Statistics must be compiled on availability rates on a monthly basis. 

With respect to super head ends, the average availability of the DVB-C 
network service's channel-specific transmit power, when the service is 

subscribed by more than 4,000 households and companies, must be at 
least 99.5%, calculated on a six-month moving average basis, and at least 

98.5% for other head ends. Head ends, encoding, multiplexing, 
remultiplexing and transfer are to be taken into consideration when 
monitoring the availability. Statistics must be compiled on availability rates 

on a monthly basis. 

The average availability of an IPTV service with more than 4,000 
subscribers must be at least 99.5% for servers when calculated on a six-
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month moving average basis. Statistics must be compiled on availability 
rates on a monthly basis. 

Network and service operators in DVB-T, DVB-T2 or DVB-C networks as 

well as providers of IPTV services must monitor how the communications 
network and service components they administer affect the service 

components of the television service.  

Providers of DVB-T and DVB-T2 network services must, on a monthly basis 
for each channel, measure and compile statistics of the use of the video 
component capacity. They must also provide a monthly average of the use 

of capacity based on broadcasting times. Providers of DVB-T and DVB-T2 
network services must also be able to measure the use of the total capacity 

of the multiplex.  

The DVB-C network service must meet the requirements set in standard 
IEC 60728-1 for performance and quality. 

Chapter 3 Quality of customer service 

Section 8 Quality monitoring 

A telecommunications operator must measure the supply times of 

broadband subscriptions it has delivered to a fixed location, and store data 
on the supply times. The stored data must include at least the reception 

date of the subscription order, the supply date of the subscription, the 
postal number of the subscription's delivery address, the length of the 
subscription supply in days, and the access technology. In addition, the 

telecommunications operator must be able to compile statistics of the 
average supply time and the delivery reliability of subscriptions. 

The telecommunications operator that provides DVB-T or DVB-T2 network 

services as well as public telephone services, internet access services, DVB-
C network services or IPTV services and that has over 10,000 consumer 
subscriptions must measure and quarterly compile statistics of the following 

details concerning the customer service it provides to consumers by 
telephone:  

1) average response time;  

2) share of calls answered in less than 60 seconds; and  
3) share of calls answered in less than 180 seconds.  

The telecommunications operator that provides DVB-T or DVB-T2 network 

services as well as public telephone services, internet access services, DVB-
C network services or IPTV services and that has over 50,000 consumer 
subscriptions must measure and quarterly compile statistics of the average 

response time for the customer service it provides to consumers by email 
and other corresponding contact channels, as well as the share of the 

customer inquiries answered in less than 48 hours.  

The provisions of subsections 2 and 3 are applied to a telecommunications 
operator that provides DVB-T or DVB-T2 network services and whose 

network covers at least 50 per cent of the population on mainland Finland. 
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Chapter 4 Universal service 

Section 9 Verification of the quality of a functional internet access pertaining 
to universal service 

A service operator designated to provide universal service must be able to 

verify that the internet access service it provides as a universal service 
meets the special requirements concerning service quality referred to in 

section 87 of the Information Society Code and the Decree of the Ministry 
of Transport and Communications on the minimum rate of a functional 
internet access as a universal service (1163/2014).  

The verification must be based on a measurement taken of terminating 

data transfer direction and from a point located in the network of a 
universal service provider to the customer's subscription. The data transfer 

rate measurement must be based on the UDP or TCP protocol and 
respectively either the payload of UDP or TCP traffic is to be used as a basis 

of calculation. 

The duration of the measurement is 24 hours. The measurement does not 
have to be continuous. The following sampling may be applied:  

 The measurement interval must be less than 2 minutes. 
 The duration of one sample must be at least 10 seconds.  

Section 10 Technical features of universal service subscriptions provided to 
persons with hearing and speech impairments and the verification of service 
quality 

A one-way delay in an internet access service provided as a universal 

service to persons with hearing and speech impairments for the purpose of 
using video conference and remote interpreting services must not exceed 

150 ms in the access network of a universal service provider. 

A universal service provider must be able to verify that the internet access 
service it provides as a universal service to persons with hearing and 

speech impairments for the purpose of using video conference and remote 
interpreting services meets the special requirements concerning service 
quality referred to in section 86 of the Information Society Code, the 

Government Decree on the minimum requirements for the provision of 
universal telephone services for the hearing, speech and visually impaired 

(1247/2014), and subsection 1 of this section. 

The verification must be based on a measurement taken of both 
terminating and originating data transfer direction and from a point located 
in the network of a universal service provider to the customer's 

subscription. The data transfer rate measurements must be based on the 
UDP or TCP protocol and respectively either the payload of UDP or TCP 

traffic is to be used as a basis of calculation. 
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Chapter 5 Documentation 

Section 11 Documentation 

A telecommunications operator must document  

1) how it monitors the performance of the communications network or 
service components it administers, and the quality and service 

reliability of the communications networks and services it provides 
(section 4.1 of the Regulation); 

2) how it measures the utilisation rate of the component capacity of the 

communications networks or services. The telecommunications 
operator must document the determined limit values for the capacity 

utilisation rate and the procedures when the limit values are 
exceeded (section 4.2 of the Regulation); 

3) the processing mechanisms for the measurements results in 
accordance with sections 4.1 and 4.2 of the Regulation (section 4.5 

of the Regulation); 

4) how it measures data transfer rate, delay, delay variation and packet 
loss (section 6.1 of the Regulation); 

5) how it measures and assesses the performance of the access 

network it uses for providing internet access services (section 6.2 of 
the Regulation); 

6) how it measures and monitors per subscription the line rate or the  

achieved data transfer speed in xDSL services (section 6.3 of the 
Regulation); 

7) how it measures the average availability of IPTV services on servers 

(section 7.4. of the Regulation); and 

8) how it monitors how the communications network and service 
components it administers affect the service components of the 
television service (section 7.5 of the Regulation). 

Chapter 6 Provisions on entry into force 

Section 12 Transitional provisions and entry into force 

This Regulation enters into force on 1 January 2015 and will remain in force 
until further notice. 

Sections 7(1) and (2) as well as 7(5) and (6) of this Regulation are applied 
to the DVB-T2 network service as of 1 July 2015. 

Sections 8(2) to (4) of this Regulation are applied as of 1 July 2015. 
Section 7(2) of the Regulation 58 A/2012 is applied to the measurement of 
the response time for the customer service provided by telephone until 30 

June 2015. 
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Section 13 Information and publication 

This Regulation is included in the Series of Regulations issued by the 
Finnish Communications Regulatory Authority and it can be obtained from 

the FICORA Customer Service Office: 

Office address Itämerenkatu 3A, Helsinki 

Postal address P.O. Box 313, FI-00181 Helsinki 

Telephone +358 295 390 100 

Fax +358 295 390 270 

Website http://www.ficora.fi/ 

Business ID 0709019-2 

 

Helsinki 19 December 2014 

  
 

 
 

 Asta Sihvonen-Punkka 
Director-General 

  

 
 

 

 Johanna Juusela 

Director 
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