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Suruhanjaya Komunikasi dan Multimedia Malaysia 
Malaysian Communications and Multimedia Commission 

COMMUNICATIONS AND MULTIMEDIA ACT 1998 

COMMISSION DETERMINATION ON THE MANDATORY STANDARDS FOR 
QUALITY OF SERVICE (CONTENT APPLICATIONS SERVICES) AND THE 

REVOCATION OF THE COMMISSION DETERMINATION ON THE MANDATORY 
STANDARDS FOR QUALITY OF SERVICE (CONTENT APPLICATIONS 

SERVICES), DETERMINATION NO. 4 OF 2002 

DETERMINATION NO. 2 OF 2026 

Pursuant to the Ministerial Direction on Quality of Service, Direction No. 1 of 2002, 
and in the exercise of the powers conferred by sections 55, 56, 106 and subsection 
104(2) of the Communications and Multimedia Act 1998 [Act 588] ("Act"), the 
Commission hereby determines as follows: 

1. Citation and Commencement 

1.1 This determination may be cited as the Commission Determination on 
the Mandatory Standards for Quality of Service (Content 
Applications Services) and the Revocation of the Commission 
Determination on the Mandatory Standards for Quality of Service 
(Content Applications Services), Determination No. 4 of 2002, 
Determination No. 2 of 2026. 

1.2 This Determination shall come into force on the date of its registration. 
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2. Interpretation 

2.1 For the purpose of this Determination, unless the context otherwise 
requires: 

(a) any terms used in this Determination shall have the same meaning 
as in the Act or the subsidiary legislations made under it; 

(b) words denoting the singular shall include the plural and vice versa; 
and 

(c) the following terms shall have the stated meaning: 

"Closed" in relation to a Complaint (as defined below) means the 
Complaint has been reasonably and adequately resolved by the CASP 
(as defined below) and the Customer (as defined below) has agreed 
to accept the resolution offered by the CASP; 

"Complaint" means any verbal or written expression or dissatisfaction, 
made by a Customer (as defined below), through any official channels 
such as call center, social media platform, website, etc., to the CASP 
regarding the Service Provider's service and/or product, which 
requires action by the CASP to address the issues raised. A request 
by a Customer for information, advice or an inquiry seeking 
clarification shall not be classified as a Complaint. However, if no or 
inadequate action is taken by the CASP regarding a request for 
information, advice or inquiry seeking clarification, the subsequent 
follow-up to the CASP would be classified as a Complaint; 

"Content Applications Service Provider" or "CASP" means a person 
who provides content applications service; 

"Customer" means any person who acquires or subscribes to, 
receives, accesses, views or listens to content application services; 

"Guidelines" means administrative guidelines issued by the 
Commission pursuant to paragraph 8 of this Determination; 

"Subscriptions" means the number of active subscriptions to content 
applications service at the end of each Reporting Period (as defined 
below), including subscriptions with suspension status; 
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"Reporting Period" means each half-yearly calendar period ending on 
30 June and 31 December; and 

"Working Day" means a day other than a weekend or any day 
gazetted as a public holiday, in the location of the relevant CASP's 
registered office. 

3. Licensees subject to this Determination 

This Determination shall be applicable to all CASPs. 

4. Record Keeping 

	

4.1 	The CASPs shall maintain complete and accurate quality of service 
performance records evidencing or supporting the quality of service 
performance report submitted to the Commission under paragraph 5 of 
this Determination. Such records shall be, including but not limited to 
billing and non-billing Complaints, service availability, and any other 
matters relevant to demonstrating compliance with the quality of service 
standards prescribed under paragraph 9 of this Determination. 

	

4.2 	The records required under paragraph 4.1 shall be retained by the CASPs 
for a period of not less than two (2) years. 

5. Report Submission 

	

5.1 	The quality of service performance reports shall be submitted to the 
Commission within thirty (30) days from the end of each Reporting Period. 
The said reports shall be in such form and format as may be prescribed 
by the Commission from time to time. 

	

5.2 	Each report shall be accompanied by a declaration by the CASPs attesting 
that all information contained in the report is true, accurate and not 
misleading. For this purpose, the declaration shall be signed by the Chief 
Executive Officer (or any other person holding an equivalent designation) 
of the CASPs, duly authorised by the CASPs' board of directors to make 
such attestation on behalf of the CASPs. 
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6. Publication of Results 

The Commission may publish the CASPs' quality of service performance and 
compliance for public viewing, in such form or manner as the Commission deems 
appropriate. 

7. Audit and Verification 

The Commission may, from time to time, audit the CASP's compliance with this 
Determination in accordance with the Act, including conducting audits on the 
reports submitted, carrying out test call sampling and/or performing service 
observation. 

8. Applicable Guidelines 

The Commission may at any time issue Guidelines on matters including, but not 
limited to, parameters, procedures, reporting templates and explanatory notes 
in respect of any provision in this Determination to provide operational clarity. 

9. Quality of Service Standards Obligations (Content Applications Service) 

	

9.1 	The CASPs shall comply with the quality of service standards obligations 
in respect of content applications service as prescribed herein. 

	

9.2 	The CASPs shall ensure that other providers who can affect the quality of 
service provided by the CASPs are bound by service level agreements 
which enable the CASPs to meet the standards prescribed in this 
Determination. 

	

9.3 	Standard on Service Availability 

Quality of 
Service 

Standard 

Description/ 
Definition 

Exclusion! Formula! 
Requirement 

Service 
availability shall 
be no less than 

This 	indicator 	measures 	the 
percentage of time a service 
remains 	operational 	and 
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accessible to Customers within 
each Reporting Period. It 
reflects the reliability and 
continuity of the service 
provided to the Customers. 

- 	Total Time of 
Transmission during 

Reporting Period 
— Total downtime 

during 
Reporting Period 

x 100 

"Service availability" means the 
total transmission time less the 
total transmission downtime or 
service disruption resulting 
from service failure, including 
but is not limited to, failure in 
the feed or transmission from a 
content source to the Customer 
equipment (where such failure 
is not due to faulty or defective 
Customer equipment), to be 
measured for each Reporting 
Period. 

Total time of 
transmission during 

Reporting Period 

99 percent (%), 
for 	each 
Reporting 
Period. 

9.4 Standard on Billing Related Complaints 

Quality of 
Service 

Standard 

Description/ 
Definition 

Exclusion/Formula/ 
Requirement 

Billing 	related 
Complaints shall 
be no more than 
1 	percent 	(%) 
for 	each 
Reporting 
Period. 

The 	indicator 	measures 	the 
maximum percentage of billing 
related 	Complaints 	to 	the 
number of Subscriptions 	for 
each Reporting Period, 

"Billing 	related 	Complaints" 
means any Complaints related 
to 	the 	CASP's 	billing 	or any 
billing 	changes 	imposed 	on 
Customers including, but is not 
limited to— 

r 	Total number of 
billing related 

complaints received inl 
the reporting period 

x 100 

Total number of 
subscriptions at the end 
of the reporting period 
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Quality of 
Service 

Standard 

Description/ 
Definition 

Exclusion/Formula/ 
Requirement 

(a) Complaints 	regarding 
payments 	made 	and 
wrongly credited or not 
credited; 

(b) non-refund of deposits; 

(c) late billing; 

(d) non-receipt of bills; 

(e) fraud; 

(f) wrongly 	addressed 
bills; and 

(g) other billing errors. 

Bills issued by the CASP may 
include, but are not limited to, 
bills sent by post or email, or 
made accessible to Customers 
through online platforms. 

9.5 Standard on Non-Billing Related Complaints 

Quality of 
Service 

Standard 

Description/ 
Definition 

Exclusion/Formula/ 
Requirement 

Non-billing related This indicator measures the Total number of 
Complaints 	shall maximum 	number of non- 710)1 - billing related 

be no more than billing related Complaints per Complaints received 1x1000 

10 Complaints per 1,000 	Customers 	per in the 
Reporting Period 

1,000 	Customers Reporting Period. Total number of 
for each Reporting Customers 
Period. "Non-billing 	related at the end of 

Complaints" 	means 	any the Reporting Period 
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Complaints 	from 	the 
Customers other than Billing 
related Complaints including, 
but is not limited to, 
Complaints on— 

(a) service quality or 
delivery, 	including 
delays or lack of service 
restoration after a 
report has been made; 

(b) poor picture or sound 
quality; 

(c) unprofessional conduct 
by staff or contractors; 
and 

(d) other 	Complaints 
related to Customer 
service experience or 
technical performance. 

9.6 	Standards on Customer Complaints Resolution Time 

Quality of 
Service 

Standard 

Description/ 
Definition 

Exclusion/Formula/ 
Requirement 

Complaints The indicator measures the F Total number o f 
resolution 	time percentage of the Complaints Complaints Closed x 100 
shall 	be 	as 
follows— 

that are Closed by the CASP 
within 	specified 	timeframes, 

within the 
specific time frame 

Total number of Complaints 
measured from the date the received within 

(a)no less than 70 
percent (0/0) of 

Complaint was received to the 
date 	the 	Complaint 	was 

the Reporting Period 

Complaints are Closed. 
Closed 	within 
three 	(3) 
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Working Days; 
and 

(b)no less than 90 

The 	quality 	of 	service 
indicator shall 	be separately 
measured 	and 	reported for 
billing related Complaints and 

The 	CASP is 	required 	to 
proactively 	monitor 	and 
manage 	complaints 	via 
official 	or 	unofficial 

percent (%) of non-billing 	related channels of complaints. 
Complaints are Complaints, 	while 	applying 
Closed 	within the same quality of service 
ten 	(10) standard to both categories. 
Working Days, 

The 	Commission 	shall 
for each Reporting determine whether the CASPs 
Period, have taken appropriate steps 

to address the Complaint and 
whether it is 	reasonable to 
conclude that such steps have 
addressed the dissatisfaction 
of 	the 	complainant. 	This 
includes consideration of any 
escalation of the Complaints 
by 	the 	CASPs 	and/or 	the 
complainant to the consumer 
forum(s) 	designated 	under 
section 189 of the Act or the 
content forum(s) designated 
under section 212 of the Act, 
or 	to 	other 	mediation 	or 
arbitration 	mechanisms, 
including proceedings before 
the courts of law. 

10. Non-Compliance with this Determination 

CASPs shall be deemed to have contravened this Determination if the 
Commission, after due consideration, finds that the CASPs have committed any 
of the following: 

(a) failed to perform the measurement according to the measurement 
methodology, reporting and record keeping tasks, within the stipulated 
time as set out in this Determination; 
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(b) failure to meet any of the quality of service standards as set out in this 
Determination; or 

(c) submitting false, inaccurate or misleading declaration to the Commission 
pursuant to paragraph 5.2 of this Determination. 

11. Confidentiality of Information 

CASPs shall take all reasonable measure(s) to ensure that their employees, 
agents, consultants or any third-parties acting on behalf of the CASPs, who have 
access to Customers' information in the database, do not disclose such 
information without prior consent of the Customers, and shall comply with the 
relevant provisions of the Personal Data Protection Act 2010, where applicable. 

12. Revocation and transitional 

The Commission Determination on the Mandatory Standards for Quality of 
Service (Content Applications Services), Determination No. 4 of 2002 is hereby 
revoked. For the avoidance of doubt, all investigations initiated, actions taken 
and/or decisions made, under the aforesaid revoked Determination, shall 
continue to be valid and effective in relation to all persons to whom they apply, 
until such investigations, actions or decisions are discontinued or revoked, as 
the case may be. 

Made on 30 April 2026 

/ 

TAN SRI MOHAMAD SALIM BIN FATEH DIN 
Chairman 

Malaysian Communications and Multimedia Commission 
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