
Terms of Reference for Specialist Task Force STF 184 (ETSI/HF) on
Design for all: guidelines for ICT products and services

1
Reasons for proposing the Specialist Task Force (STF)

ETSI HF have produced three very significant deliverables that provide guidance to the designers of communications products and services:

· ETR 029: Human Factors (HF); Access to telecommunications for people with special needs; Recommendations for improving and adapting telecommunication terminals and services for people with impairments

· ETR 116: Human Factors (HF); Human factors guidelines for ISDN Terminal equipment design;

· ETR 166: Human Factors (HF); Evaluation of telephones for people with special needs; An evaluation method

All of these documents are, or have been used, by major European companies to help them in the design of their telecommunications products and services.

The first of these documents provides a very comprehensive set of guidelines related to the design of telecommunications terminals and services, however at the time of its creation a “Design for All” approach was not common and some of the guidelines do not take account of people with special needs and disabilities. In contrast, the other two deliverables are specifically targeted at people with disabilities and suffer from being much more restricted in scope. A Design for All approach makes it imperative that a revised document integrating the best elements of these documents into a coherent whole is produced to replace these separate documents.

These deliverables were produced in 1991, 1994, and 1995 respectively and since then the technologies to which the guidelines relate have changed significantly. For example, ETR 116 gives guidelines related to screen based systems but when these were drafted videotex systems were common whereas today these have been largely replaced by Internet email and Web based systems. The advice given in each guideline would need to be examined to see if it was equally applicable to all users and current and predicted technologies. Also the requirement for new guidelines would be considered during the production of the new document.

If the above approach is adopted, then a very significant number of the recommendations of the ICT Standards Board (ICTSB) “Design for All and Assistive Technologies” report would be fully addressed.

The recommendations covered would be:

Rec. gen03:
review existing design for all guidelines 

Rec. gen13:
cultural differences and users diversities

Rec. gen25:
time-outs

Rec. gen26:
prompting in critical/damaging dialogues

Rec. gen27:
operational sequences

Rec. a01:
adaptability of phone user interfaces to people with different needs

Rec. a07:
typefaces, legibility, sizes, colours and graphical representations on products designed for all

Rec. a12:
implementation of shift or function keys (in terms of offering alternatives for the one-handed user

Rec. a13:
timeout in dialogue input prompts

Rec. a15:
interaction elements (shape, colours, feedback, and dimensions...) for physical and screen controls and indications.

Rec. a16:
prompting in potentially damaging dialogues

Rec. a23:
camera characteristics in public videophones

Rec. a24:
range of viewing angles

Rec. f05: 
sequence of interaction with a Public Access Terminal and the feedback to the user (detection of the active operation point).

The volume of guideline information contained in this revised document would be very large (currently over 300 A4 pages). To enable designers to make the most effective use of this volume of information, a hypertext version of the document should be produced. A hypertext version of one of the documents was produced by a major telecommunications operator for internal use, and the ease of navigation and cross-linking this provides improved the effectiveness of using the guidelines very significantly.

2
Consequences if not agreed:

If this work is not undertaken, the 14 recommendations from the ICTSB “Design for All and Assistive Technologies” report listed above will not be met. This will lead to a fragmented, difficult to use and increasingly outdated group of Human Factors guidance documents that will fall into disuse. This will deprive the communications industry of the necessary tools to help them ensure that ALL customers, irrespective of their abilities, find their products and services as easy and pleasant to use as possible. Products and services that are not easily usable by people of all ages and abilities will lead to social exclusion in the expanding ICT marketplace.

3
Detailed description:

3.1
Subject title:

Human Factors guidelines for ICT products and services.

3.2
Reference Technical Body:

ETSI HF is the appropriate Reference Technical Body.

3.3
Other interested TBs (if any):

All ETSI TBs, ISSS, ICTSB. 

3.4
Target date for the start of work: March 2001.
3.5
Target date for the conclusion of the work (TB approval): June 2002
3.6
Resources required

3.6.1
Necessary manpower: A total effort of 10 man-months is required.

The resource will be split as follows:

· 9.1 man months for drafting deliverables

· 0.2 man months for drafting status reports for ETSI HF and for EC/EFTA

· 0.4 man months for reporting to two ETSI HF meetings

· 0.3 man months for co-ordinating the STF activity.

3.6.2
Estimated costs, additional to the manpower:

Total additional cost: 5 000 EUR, for attendance of ETSI HF meetings and for a presentation at a major Human Factors conference.

3.6.3
Qualification required, mix of skills

A total of 3 to 4 experts would be required. The required skills and experience would be:

· extensive experience in the Human Factors of telecommunications and Internet products and services;

· experience in the writing of guidelines for use by non-Human Factors designers;

· familiarity with existing non-Human Factors standards that relate to the user-interface to telecommunications and Internet products and services;

· experience of the operation of the ETSI TB processes and of the management of and participation in STFs.

· knowledge of “Design for All” issues and requirements of the elderly and people with special need.

All of the STF members should have the skill and experience listed in at least the first two bullet points as the difficult task of drafting and updating of the guidelines would have to shared between all of the experts.

3.7
Scope of Terms of Reference:

The work will deliver an ETSI Guide that covers the guidelines, procedures and checklists currently included in the documents listed in 3.10 below. All of the material from these base documents will be assessed for relevance in the context of the present and future ICT domain. Where material is outdated it will be replaced with equivalent new material. Some completely new material will be introduced to cover topics that have assumed increased significance in the last 5 years – e.g. mobile telephony and the Internet. The material presented will adopt a “Design for All” approach that will ensure that the needs of all potential users of ICT products and services will be addressed in an integrated manner.

The guidelines will be focussed upon the essential requirements of ICT users and not on constrained design solutions. ICT product and service designers will be able to use their design flair and innovation to help them to differentiate their products and services in the marketplace whilst still fully adhering to the guidelines.
The Human-Computer interface is outside the scope of this STF.

3.8
Context of the task(s):

The following tasks will be necessary:

· Review the existing documents listed in 3.10 to determine the appropriateness of each element of the documents for the new deliverable. Start to identify existing sources of new and revised material.

· Propose new material and list areas that need replacement or extensive revision and get TB agreement on the resulting final content of the document.

· Originate new material for the deliverable and make the necessary revisions to existing guideline material.

· Create the EG according to the ETSI editing rules, with the view to subsequently presenting it in an accessible and easy-to-use hypertext version more suitable for delivery via the Web or via CD-ROM.  The realisation of the hypertext version is not in the scope of this STF.

Following these stages the ETSI Guide would be fully checked and delivered to the ETSI Human Factors group for their approval. During the work of the STF a check will be made to identify and monitor any similar ongoing work.

3.9
Related activity in other bodies and co-ordination of schedules:

During the work of the STF a check will be made to identify and monitor any similar ongoing work.

3.10
Base documents and their availability

The following ETSI documents form the initial basis of this work:

· ETR 029: Human Factors (HF); Access to telecommunications for people with special needs; Recommendations for improving and adapting telecommunication terminals and services for people with impairments

· ETR 116: Human Factors (HF); Human factors guidelines for ISDN Terminal equipment design;

· ETR 166: Human Factors (HF); Evaluation of telephones for people with special needs; An evaluation method

3.11
Work Item(s) from the ETSI Work Programme (EWP) for which the STF is required:

DEG/HF-00031.

3.12
Expected output(s):

· Non-published documents: Status reports

· Presentation on the work of the STF to a relevant conference e.g. the “Human Factors in Telecommunications” conference.
· ETSI deliverables: ETSI Guide

· First draft
31/10/2001

· Interim Report to EC/EFTA
30/11/2001

· First stable draft
31/01/2002

· Draft ready for TC HF approval
27/05/2002

· TC HF approval
30/06/2002

· Final Report to EC/EFTA
31/10/2002
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