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Terms of Reference for Specialist Task Force STF 325 (PW)
TC HF - eEurope e-Accessibility/e-Inclusion
on Harmonised relay services for text telephones
Based upon ETSI Technical Proposal to EC/EFTA v1.0.6 - 17 February 2006
1
Rationale

1.1
Relevance to eEurope 2005 and social significance

Profoundly deaf, deaf-blind and speech-impaired people are unable to use ordinary telephones and so, as identified by the report of COST 219: "Communication by text", they are locked out of the normal telephone network by their inability to hear and/or speak. They are able partly to overcome this problem by using text telephones, but to achieve the accessibility as desired by the Council Resolution of February 2003 some facility is required to enable them to converse with telephone users who do not have text terminals. 

Such a facility can be provided by a relay service that can convert from text to speech and vice versa, normally by means of a human intermediary.

The Human Factors committee of ETSI (TC HF) have in the past prepared an ETSI Technical Report (ETSI TR 101 806 - 2000), based on Nordic recommendations, setting out guidelines for such telecommunications relay services for text telephones. It is important that this report is brought up to date and given transparency and authority by being updated to cover next generation relay services, able to take into account new broadband services and by being rewritten in the form of a standard so as to facilitate the provision of harmonised, common facilities throughout the European Community.

The proposal is intended to contribute to the eEurope 2005 action plan in the area of eInclusion and to respond to the policy objectives set by the European Parliament and Council, aiming at an improved access for people with disabilities to the information society. Furthermore, the proposed ETSI Standard (ES) increase social cohesion and improve e-business by permitting Small and Medium-sized Enterprises (SMEs) to communicate with disabled customers.

The provision of this ETSI Standard (ETSI ES) will assist regulatory authorities in their task to ensure the harmonized application of the regulatory framework throughout the Community as called for in Article 1 of Directive 2002/21/EC. 

It will provide a tool to enable regulators to ensure that all citizens have access to a universal service specified in Directive 2002/22/EC and will also permit them to promote the interests of the citizens of the European Union by addressing the needs of disabled users as called for in Article 8.
The standard will assist the implementation of Directive 2002/22/EC which, in Article 7, requires member states to take specific measures for disabled users to ensure access to publicly available telephone services including access to emergency services, directory enquiry services and directories, equivalent to that enjoyed by other end-users.
Such universal access cannot be ensured without the provision of means for people with severe hearing or speech impairments who use text telephony to communicate with voice telephony users. Such means are commonly known as relay services. To harmonise the provision of such services, a harmonised approach is required.

The provision of such relay services can improve the access of people with disabilities to the knowledge based society as required by the Council resolution of the 6th February 2003. 

Such relay services can also help to combat discrimination as regards employment and occupation as called for in Directive 2000/78/EC by providing access to information and services not otherwise available to some disabled employees.

In cases where direct text access to emergency services is not available, relay services can permit the necessary provision of emergency services to text users as called for in the Universal Service Directive.

The standard will promote innovation by providing a standard that can be referenced to in public procurement processes. Therefore, it also assists to the implementation of the Public Procurement Directive (2004/18/EC) by providing a harmonised technical specification for the provision of relay services which can be used to fulfil the requirements of Article 23 of the Directive which requires that "technical specifications --- shall be set out in contract documentation" and states that "…whenever possible these technical specifications should be defined so as to take into account accessibility criteria for people with disabilities or design for all users".

1.2
The role of standardisation

The production of a standard that will harmonise the provision of relay services will facilitate the implementation of the Public Procurement Directive (2004/18/EC) by providing a technical specification that sets out quantifiable functional and quality of service requirements and takes into account the necessary accessibility criteria for people with disabilities. 

At the present there are very few European countries with an adequate relay service. Of those few services that exist, British Telecom provides a relay service to its’ hearing impaired customers while some are provided by charities and some by government agencies. Standardisation can be expected to reduce the cost of provision by avoiding the need for suppliers to offer minor differences for different customers and so increase the provision of relay services throughout Europe. 

Standardised service provision will assist those who commission relay services to obtain new service provision on a competitive cost basis. In those countries where such services are commissioned by public agencies, a standard with demonstrable performance requirements will permit an open and transparent purchasing process.

Standardisation will allow users to experience the same service in any country within Europe. 

The ability of relay services to interact with text telephones which are constructed in accordance with the recommendations set out in ETSI Guide 202 320 will assist and encourage the use of such harmonised digitally-based services and will encourage the spread of such cheaper and easier to use text telephones.

1.3
Taking previous results into consideration

The work will take into account ETR 333, the report setting out the basic user requirements and recommendations for text telephony that was produced by ETSI TC HF in 1997.

It will take note of any relevant Design for All recommendations contained in EG 202 116 which was produced as an e-Accessibility/eInclusion project.

The output standard will follow on from ETSI TR 101 806, a committee report prepared by ETSI TC HF on a voluntary basis. This ETSI TR, based on earlier Nordic recommendations, sets out guidelines for telecommunications relay services for text telephones. 

Any requirements placed on operators in relay services will be consistent with the recommendations contained in ETSI TR 102 202 on the Human Factors of work in call centres that was prepared by STF 203 and funded under a previous eEurope contract.

The work will also take note of the new digitally based conversational text services described in draft EG 202 320 on Duplex Universal Speech and Text communication that has been produced by ETSI STF 267 under the eInclusion banner.

1.4
Consequences if not agreed

The absence of a harmonised specification for relay services will prevent the reduction of cost of provision which could be achieved by avoiding the need for suppliers to offer minor differences for different customers. 

A lack of harmonised service provision will make it difficult for those who commission relay services to obtain new service provision on a competitive cost basis.

The absence of such a harmonised specification will make it difficult for regulators to ensure the provision of such services. The lack of a standard, openly arrived at and endorsed by the full ETSI membership, would delay the wider provision of next generation relay services, and hamper the provision of improvements to existing relay services in the European Union. 

2
Objectives

The objective is to produce an ETSI Standard (ES) which

· will set out detailed practical and quantifiable functional and quality of service requirements for a harmonised relay service for text telephones;

· will provide a basis for national regulatory authorities to implement the Framework Directive (2002/21/EC) by promoting the interests of the citizens of the European Union by ensuring that all citizens have access to a universal service and enabling them to address the needs of specific social groups, in particular disabled users;

· will enable Member States to take specific measures for disabled end-users in order to ensure access to and affordability of publicly available telephone services, including access to emergency services, directory enquiry services and directories, fully equivalent to that enjoyed by other end-user in accordance with the Universal Service Directive (2002/22/EC);

· will facilitate the implementation of the Public Procurement Directive (2004/18/EC) by providing a technical specification that takes into account accessibility criteria for people with disabilities;

· will involve all relevant stakeholders into this standardisation process, particularly the community of people with disabilities, with the aim to strengthen the commitment of service providers and network operators to the resultant standardisation work.

The deliverables to the EC/EFTA are provided in the form of an interim and final report.

3
Scope of work

The standard to be written will set out the requirements for the provision of relay services in all telecommunications networks.

It will be applicable to all kinds of relay services especially those which enable a text telephone user to converse with a telephone user and to those relay services which enable a text telephone user to converse with another text telephone user (possibly in another country) using a terminal built to a different national standard. It will also apply to "spoken to spoken" relays (which translate from a speech impaired user) and to videophone relays which can be used by those whose preferred method of communication is by signing. 

The standard will identify those new types of text phone services that are IP based and make recommendations on how they should be handled.

4
Work plan

4.1 Detailed task description 

ETSI will perform this work by the creation of an ETSI Specialist Task Force (STF) reporting to the ETSI Human Factors Technical Committee. This STF is to comprise the relevant expertise required in order to support the drafting of the ETSI Standard within a rapid time-scale so as to meet the needs of eEurope. The STF will be created following the internal rules of ETSI.

The STF will work to achieve the objectives stated above by performing the following tasks:

Task 1
Establish STF project team

Technical experts will be recruited to participate in the STF following the rules of ETSI with a wide range of invited applicants, the allocation of resources and tasks will be agreed and the necessary reference documents obtained. A kick-off meeting will be held where all electronic and web-based communication will be set up to facilitate communication within the STF, with the STF Administration, with a Steering/reference Group and TC HF. The Steering Group will incorporate network operators.

Task 2
Start-up activities

The technical work of the project will be initiated with the first meeting of the STF along with the development and agreement of a plan to provide the delivery required from this STF by its terms of reference.

Task 3
Consultation (Continuous)

A specific contact list will be created and maintained so that interested parties can register their willingness to receive information on the activity and notification of new drafts to comment upon. Regular contact will be maintained with interested stakeholders such as the European Disability Forum (EDF) and ANEC as well as any national institutions of disabilities that register an interest (see section 4.7 for further potential stakeholders). This is to be a proactive aspect and the STF will be contacting a number of potential stakeholders directly to invite them to take part in the activity.

Task 4
Research 

The STF will perform a research activity to gather references in relevant domains of current work to date relating to relay services. 

Task 5
Contact with current service providers 

The STF will make initial contact with current providers of relay services in order to determine the levels of service that are currently or are expected to be provided within the European Community.

Task 6
Analysis

Analyse the current services to determine the practicality of any intended normative requirements that could be regarded as mandatory. Prepare a table of contents and scope for approval by TC HF.

Task 7
Liaisons (Continuous)

The STF will directly liaise with current providers of relay services in order to ensure that any new requirements set out in the standard are realistic and achievable so as to encourage a ready acceptance of the work of the STF within the community of service providers. 

Task 8
The first draft

Prepare a first draft version of the Standard for approval by TC HF. A number of drafts will be produced and these will be provided to as wide a list of interested stakeholders for web consultation and comment.

Task 9
Interim Report

Prepare an Interim Report to EC/EFTA on the progress of the work. The latest version of the draft ES will be provided with this Interim Report.

Task 10
The standard

Prepare the final version of the ETSI ES for submission to TC HF to be approved for submission under the ETSI Membership Voting procedure. This version will have included the input from those stakeholders who have participated in the review of the work from its early phases. Any editing to obtain TC HF approval will be performed before being forwarded and then published on adoption by the ETSI membership.

Task 11
Conclusions and final report

Prepare a Final Report to be sent to the EC/EFTA along with the publication version of the ETSI ES.

As the work proceeds, every stage of the growing deliverable will be made available for public review via the relevant web pages created for this STF activity on the ETSI web site and the eEurope standardisation website. This will encourage comments to be made throughout the lifetime of the drafting of the ETSI Standard by electronic means. This is especially important as it is recognised that many stakeholders may not be able to participate directly in standardisation activity. 

The work of the STF will be monitored by establishing a Steering/Reference Group. It is intended that this Group will meet four times during the project to discuss progress and suggest any change in direction that the group should take. However, ultimately the STF will be reporting to the Human Factors Technical Committee.

4.2 Workflow and milestones

The STF will produce the DES-HF/00077: Harmonised relay services for text telephones.

The work will start in February 2007 and will end in February 2009. The following dates apply:

· Start of the work
12 Feb 2007

· Table of Contents & Scope ETSI Standard
31 May 2007 (to be presented to HF#43)

· Initial Draft ETSI Standard
31 Aug 2007 (to be presented to HF#44)

· Interim Report to European Commission
18 Feb 2008 

· Stable Draft ETSI Standard
16 May 2008 (to be presented to HF#46) 

· Final Draft ETSI Standard
12 Sep 2008 (to be approved by HF#47)

· HF Approval of ETSI Standard
10 Oct 2008 (HF#47)

· ETSI membership Vote start
11 Nov 2008

· ETSI membership Vote end
10 Jan 2008

· Publication of ETSI Standard
31 Jan 2008

· Final report to European Commission 
20 Feb 2009

4.3
Detailed task schedule

· Task 1
Establish STF project team
January 2007

· Task 2
Start-up activities
February 2007

· Task 3
Consultations (Continuous)
April 2007 – September 2008
· Task 4
Research 
February 2007 – May 2007

· Task 5
Contact with current service providers
February 2007 – June 2008
· Task 6
Prepare ToC and perform analysis
February 2007 – May 2007

· Task 7
Liaisons (Continuous)
February 2007 – September 2008
· Task 8
the first draft
May 2008

· Task 9
Interim Report
February 2008

· Task 10
The standard for HF approval
October 2008


ES for ETSI Membership Vote
November 2008

Publication of ETSI ES
January 2009
· Task 11
Conclusions and final report
February 2009

4.4
STF reporting and milestones schedule

The following milestones will be included in the experts’ LoE, in order to achieve the objectives stated in the EC/EFTA contract:

· Milestone A: Progress Report#1, approved by HF#43 (11-15 June 2007).  The Report shall refer the Table of Contents and Scope of DES-HF/00077.

· Milestone B: Progress Report#2, approved by HF#44 (24-28 September 2007).  The Report shall refer of initial draft of DES-HF/00077 presented to TC HF.

· Milestone C: Interim Report, to be sent to EC/EFTA before 18 February 2008 and to be accepted by EC/EFTA within 45 days.  In order to meet the time scale, the STF Leader will submit the draft to the ETSI Secretariat (STFLINK) before 1 February 2008.

· Milestone D: Progress Report#3, approved by HF#46 (16-20 June 2008).  The Report shall refer of a stable draft of DES-HF/00077 presented to TC HF.

· Milestone E: Progress Report#4 and Final Draft of DES-HF/00077 approved by HF#47 (6-10 October 2008) for Members’ Vote.   The completion of this milestone may require the introduction of comments in the ES, following the HF plenary.  The payment for the achievement of this milestone will be limited to 90% of the total amount contracted, for the STF Leader.  The balance will be paid upon acceptance by EC/EFTA of the Final Report (Milestone F)

· Milestone F: Final Report referring of publication of ETSI deliverable and including the Performance Indicators, to be sent to EC/EFTA before 20 February 2009 and to be accepted by EC/EFTA within 45 days.  In order to meet the time scale, the STF Leader will submit the draft to the ETSI Secretariat (STFLINK) before 7 February 2009.

4.5
Total Resources required

The total cost of the proposed action is 84 200 EUR.

The total resource requested from the EC/EFTA for this action is 59 000 EUR (70,07%), split as 80 working days (48 000 EUR) and 11 000 EUR for reporting, travels and stakeholder consultation (e.g. visits to relay service operators).

The related in-kind contributions (25 200 EUR or 29,93% of the total action costs) to reach the total cost stated above are detailed in section 4.7.

4.6
Travel Plan

The total estimated travel budget is 11 000 EUR.  This is intended to cover four journeys reporting to TC HF and/or steering group and six to eight visits to relay service operators in various European countries.
4.7
Other costs (in-kind contribution)

Total voluntary contributions by individuals and organizations directly participating in and/or contributing to this STF 25 200 EUR, summarized as follows:

· Voluntary contribution from ETSI members in reviewing draft deliverables, for attendance to TC HF and/or Steering Group meetings, preparation and review of documents after the meeting

· Contributions from stakeholders and relay service operators consulted individually or in groups during the preparation of this ETSI Standard. This may also be performed by participation at meetings or specific workshops created to engender contributions.

4.8
Related activity in other bodies and other interested ETSI TBs

The work of the STF will be closely co-ordinated with a number of organisations representing disabled users throughout Europe and, in the absence of any relay provider organisation, with any providers of relay services who can be contacted. 

These will include;

· The Royal National Institute for Deaf (RNID) for their general interest in the area of the work and their work on Typetalk,

· The European Disability Forum (EDF),

· The European Union for the Deaf (EUD),

· The European Federation for the Hard of Hearing (EFHOH), 

· The European Federation for hearing impaired children (FEPEDA) for their interest in the subject of the work.

Close liaison will be maintained with ANEC as the work is known to be reflected in their ICT policy requirements. 

Contact will be made with a Swedish group studying relay services for Örebro County Council to determine whether their work is relevant to the standard.

Contact will also be made with relay service providers where known and efforts will be undertaken to include them in the development of the ES from the early stages. Network operators will also be closely involved with the work.

The work being performed in ETSI Technical Bodies will be monitored in relation to this task. For example, work in ETSI TC STQ on speech quality and aspects of work in call centres and work in ETSI TC TISPAN on Internet telephony, text and multimedia.

5
Expertise required

The STF will comprise three or four experts with a mixture of the following experience and knowledge:

· Knowledge of the impact of disabilities on the use of telecommunication services and of the use of access services to overcome them.

· Understanding of services and products for hearing impaired users provided by the Telecommunications industries.

· Knowledge of relay services and provision of facilities for deaf users of telecommunications.

· Knowledge of Human Factors and the ergonomics of terminals in the area of telecommunications.

· Experience in using standards and encouraging their deployment.

6
Relation to other work

As mentioned in section 1.3, the work will take into account ETR 333, the report setting out the basic user requirements and recommendations for text telephony that was generated by ETSI TC HF in 1997 and will also take note of any relevant Design for All recommendations contained in ETSI EG 202 116.

In relation to public emergency services, careful note will be taken of the ongoing work in the ETSI EMTEL Special Committee.

The work will also take note of the new digitally based text services described in ETSI EG 202 320 ( published in October 2005) on Duplex Universal Speech and Text communication that is being produced by STF 267 and liaison will be maintained with any available members of the STF who have worked on this EG.

7
Base and reference documents

[1]
ETSI EG 201 013 (1997): "Human Factors (HF); Definitions, abbreviations and symbols"

[2]
ETSI EG 202 116 (2002): "Human Factors (HF); Guidelines for ICT products and services; "Design for All".

[3]
Draft ETSI EG 202 320: “Human Factors (HF); Duplex Universal Speech and Text communication” – to be adopted and published in October 2005. 

[4]
ETSI ETR 333 (1998): "Human Factors (HF); Text telephony; Basic user requirements and recommendations"

[5]
ETSI ETS 300 145 (1996): "Integrated Services Digital Network (ISDN); Audiovisual services; Videotelephone systems and terminal equipment operating on one or two 64 kbit/s channels"
[6]
ETSI TR 101 806 (2000): "Human Factors; Guidelines for Telecommunications relay services for text telephones"

[7]
ISO 9000: "Quality management and quality assurance standards"

[8]
ITU-T H-series Recommendation – Supplement 1: "Application profile – Sign language and lip-reading real-time conversation using low bit-rate video communication"

[9]
ITU-T Recommendation V.18: "Operational and interworking requirements for modems operating in the text telephone mode"

[10]
BT SIN 359: "BT TextDirect™ Service description"

[11]
NFTH : "Nordic guidelines for Telecommunications relay services" 

8
Performance indicators

As required, by the contract, ETSI will provide information that will act as performance indicators against this activity in the following cases:

Effectiveness:

Details of the number of participants in the activities (at all levels, including the stakeholder meetings, the Reference/Steering Group commenting on drafts throughout the lifetime of the development of the ETSI Standard). A record will be kept of the number and content of any comments received over the web.

Details will also be provided on the number of meetings held related to this work and the number of participants, the number of presentations made on the activity (plus an evaluation of the feedback received) and details on the production schedule in relation to that set down for the work item in the technical work plan as outlined in the proposal.

Stakeholder engagement:

An analysis will be given of the balance of the stakeholder representation in the activity and the number of liaison activities performed. Interviews will be conducted with at least 3 or more if possible of the ten known public relay service providers in Europe and with representatives of at least two of the major disability organisations. This is particularly important as it is vital that any specified minimum set of common requirements are accepted by the relay service providers and also meet the wishes of the community that will use them. 

Dissemination of results:

Information will be provided that records the number of actions performed to disseminate the output and efforts to further raise the awareness of the activity. This will include information on the hits made on the relevant web pages and downloads of drafts for comment. Information on the efforts to downstream this work prior to publication will be provided. At least two press releases will be made during the course of the work and a public presentation will be made describing the work of the STF.

Impact:

Efforts will be made to provide information on the satisfaction of the stakeholders at the activity during the work. This also includes elements mentioned above in relation to comments received as the action will be closed shortly after final publication of the ETSI Standard and download of the published version will not be truly measurable.

The impact of standardisation can be expected to increase the market for compatible text phones. Although the work has not yet started and there has been little publicity, the work is known to be supported by service providers in the UK (BT), Scandinavia (NFTH) and Australia (ACE) who all hope that improvement in services will result from the work. 

10
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