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ABSTRACT

QoE and QoS of organizations, especially in the telecommunications service arena are very important
indicators of performance. Hence their evaluation is an important aspect of organizational management, This
research takes us through how this can be done using the DEA technique and its advancements in an optimal
way, DEA utilizes linear programming that makes it the right technique to use when there are multiple

inputs/outputs involved.

The research shows us how this technique can be utilized effectively for end-to-end performance evaluation,
effective QoE/QoS management and Internet Service Provider enhancements. The advantage of this technique
is that it helps set achievable goals for QoE/QoS melrics for the DMUs needing improvement and has
enhancement plans for both the DMUs that do not perform in par with their peers and for those that excel in

their performance.
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