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Abstract VoIP transmits voices over IP-based networks and it is the abbreviation of Voice over Internet
Protocol. Recently, VoIP provides various services in addition to voices. Since VoIP services’ provision is
extending, VoIP service quality management is becoming an important issue. Therefore, in this paper, we study
VoIP service quality management. We examine VoIP technology, service types, and network architecture. Then,
we investigate key quality indicators(KQIs)/key performance indicators(KPIs) in terms of customers, not network
service providers. Toward this, we also study the concept of general service quality management as well as the

concept of telecommunication related service quality management. Moreover, we apply  and R charts to show
how to use statistical quality control techniques in real telecommunication companies with one KQI.
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5 E%
P e oy
Kal Z Y& 428 | Unit % Formula C;fﬁ";‘/;' Category | §&E2
i
E
A~ a1
BEKPI NA nit | Na | KQAIESouce |N2HZ | =mepx | Zar
A £gl3 a3
The Call Setup Success Ratio (F W% H38) is the number of call attempts where an
audible indication that the call has been setup is received compared o the total number of
call setup attermpts,
- Audible indications can include:
%7
#7142 *Ringback
*Station Answer
*Slow Busy
sFast Busy
*Recorded Announcement
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