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Terms of Reference for Specialist Task Force STF284 (PF1) 
TB HF Human related technical guidelines for real-time 
person-to-person communication services

1
Rationale

The initiative focuses on real-time communication services for person-to-person interaction at distance (e.g., multimedia conferencing, avatar telephony).  It primarily addresses the Broadband eEurope 2005 Action Plan objective but real-time communication service development concerns e-government, e-learning, e-health and a dynamic business environment.  It directly promotes the development, analysis and dissemination of good practices.

The proposed activities, to be performed by an ETSI Specialist Task Force (STF), shall exploit results from EC IST project Eye-2-Eye and ETSI TR 102 274 in order to produce:

· A web-based tutorial system providing data that links technical Quality of Service (QoS) with the Quality of Experience (QoE) of service users in different usage situations.  The system shall be designed for network planners, service providers, equipment manufacturers and other key industry representatives.

· An ETSI Guide (ETSI EG) providing user-based technical guidelines for real-time communication services 

· An ETSI Technical Report (ETSI TR) describing future requirements specifically for real-time broadband communication services for fixed and mobile/wireless networks.

1.1
Social significance

Information society services and applications are often associated with non-real-time telecommunication, such as a person interacting with content on the Internet or with people communicating with each other via email.  However, users require support for distance communication in real-time, either to offer a substitute for face-to-face communication or because users would prefer to interact with another human rather than with a machine.

Real-time distance communication between people is a fundamental aspect of the vision for an information society for all. Modern on-line services should enable users to communicate with humans at times when this is more appropriate than interacting with content. It has the potential to offer the flexibility of human-human interaction for those who do not have the time or ability to navigate a complex content-based service or when direct communication with another person is the preferred option.  For example, a citizen who has obtained general information on housing benefit in non-real-time may require real-time support from a government information officer (e-government), a student may need to analyse a complex topic with their teacher (e-learning services), a patient may be involved in a teleconsultation with a doctor (e-health services) and a potential customer may chose to discuss specific product details with a sales person (e-business).

Real-time communication services include telephony, videoconferencing and multimedia conferencing (videoconferencing with shared data).  Videoconferencing and multimedia conferencing offer the richest communication for users and also place the most demands on bandwidth.  Although videoconferencing and multimedia conferencing shall promote both professional and private communication at distance, it is professional use within public services and business environments that shall develop first because of financial cost.

All European citizens can be expected to benefit eventually from the uptake of well-designed real-time communication services. Many European citizens already require distance communication for their personal and professional activities. Distance communication has implications for interactions between individuals, groups, organisations and the evolution of society.  Real-time human-human communication is an essential component of personal, professional and business activity.  For example, virtual meetings will extend the existing possibilities that people have for communicating and the boundaries between work and home are blurring and giving an ever greater need and usage of different options for audio-visual distance communications. Audio-visual communications shall increase with wider availability and use of broadband. Real-time distance communication is essential to the vision of public and business interactions across a geographically expanding European Union in need of environmentally and financially sustainable communication.

1.2 The role of standardisation

The successful introduction of real-time person-person communication services is complicated because there are different communication services that may be more or less appropriate for different communication situations.  There is a range of technical variables associated with the terminal, network and media protocol characteristics, with an already large and expanding range of standards and platforms for audio and video communication. Service specific networks for real-time communication have been used for a long time, but now most network traffic migrates towards packet switched networks. Packet switching is used in both fixed and mobile networks and was developed primarily for transmitting non real-time traffic. When introducing real-time communication over packet switched networks, new characteristics are implied to the "old" and well-known services. The consequences for the users and their communication services may therefore be more difficult to predict.

Amid this complexity the developers of systems and services need to be able to make informed decisions about alternatives and configurations so that it suits intended users and their communication goals.  There is currently little advice available to the industry for new services such as videoconferencing over IP or videotelephony over mobile networks. This issue is therefore concerned with the development and dissemination of good practices.

In addition to the need to develop good advice it is necessary to make it available in a way that is usable for key persons in network operator, service provider and equipment manufacturer organisations.  Intended guideline users include strategic planners, market development and analysis experts, sales persons, customer support and conference meeting facilitators.  Many of these latter job roles experience a high turnover of personnel, with new people having a high learning requirement.  All guideline users must deal with an increasingly wide and rapidly developing technological area.

Use of the guidelines should therefore be supported by tutorial information that includes explaining the concepts and technologies involved.  This information should be accessible to the guideline users for the unpredictable times that they shall need it most.  Consequently, a web-based access and tutorial system is an important extension to the development of guidelines.

In addition to ETSI TC Human Factors (HF) the following potential bodies and activities are identified and presented in more detail later in this ToR:

· ETSI TC TISPAN (WG 1 (Services) and WG 5 (QoS)) 

· ETSI TC AT

· ETSI-TC STQ

· ETSI User Group

· ETSI 3GPP (Services and Systems Aspects) 

· ITU-T (SG 12, SG 13 and SG 16)

· IETF

· IMTC.

1.3
Taking previous results into consideration

The activity shall capitalise on existing EC IST and ETSI results, in particular:

· EC IST-1999-11577 project Eye-2-Eye

· ETSI TR 102 274.

EC IST-1999-11577 project Eye-2-Eye provided test results of real-time communication services from laboratory experiments, field studies and focus group studies.  The project responded to the policy objectives of the 5th Framework Programme and in particular action lines concerning Networked Audio-Visual Services and Design-for-All.  Data were collected on objective and subjective measures of user performance, user choice and opinion for a range of key network and terminal parameters and media protocols.  Configurations tested included 3G network parameters and small mobile screens.  A guideline derivation methodology was developed to address the selection between different communication services and the configuration, quality and acceptability from a user perspective.

ETSI TR 102 274 developed the Eye-2-Eye results as initial guidelines intended primarily for network providers, service providers, equipment manufacturers and standards bodies.  This STF is required to act upon the recommendations of ETSI TR 102 274 to:

· Validate the guidelines created with a representative sample of potential guideline users

· Identify expansion areas for the Guidelines based on new needs, such as small mobile screens and new protocols (ITU-T Recommendation H.264)

· Refine the guideline set based on a broader knowledge of industry requirements

· Identify additional guidelines of high value to network operators, service providers, equipment manufacturers

· Develop guideline presentation formats for ease of use and uptake by network operators, service providers and equipment manufacturers

· Develop a web-based access and tutorial system for the guidelines

· Identify priorities for new guideline data according to broadband-based services, technical parameters and applications. 

1.4
Relevance to eEurope 2005

As the proposal focuses on real-time multimedia communication services for person-to-person interaction at distance over broadband networks it therefore addresses more than one eEurope 2005 Action Plan objective. It primarily addresses the Broadband eEurope 2005 Action Plan objective but real-time communication service development concerns e-government, e-learning, e-health and a dynamic business environment. It directly promotes the development, analysis and dissemination of good practices.

The proposed approach is to use a web-based tutorial system to provide user-centred advice about the development of real-time audio-visual communication technologies that shall be increasing available on future networks. These communication services shall enable distance communication for any feasible application within public service and business environments. The results shall guide infrastructure upgrades and service development.

Examples can be drawn across the specific objectives of the Action Plan:

Broadband

· Real-time person-to-person communications such as multimedia conferences place the highest demands on network characteristics, and particularly QoS parameters of delay, packet loss and bit-rate for achieving suitable Quality of Experience for end-users.

e-government

· Broadband connection: As member states should aim to have broadband connections for all public administrations by 2005, broadband services shall increasingly include real-time multimedia conferencing.

· Interactive public services: As by the end of 2004 member states should have ensured that basic public services are interactive and accessible for all this shall increasingly include real-time multimedia conferencing.

· Culture and tourism: As these e-services should use broadband communication, this shall include real-time multimedia conferencing.

e-learning

· Virtual campuses for all students.  As all universities by the end of 2005 should be using broadband connections to maximise the quality and efficiency of learning, this shall increasing include real-time multimedia conferencing.

· University and research computer-supported co-operative system.  As an objective is to allow collaborative work and virtual access this shall increasing include real-time multimedia conferencing

e-health

· Online health services.  As the aim is to deliver health care services at a distance, including teleconsultation, real-time person-to-person communication shall be a fundamental requirement.

A dynamic e-business environment

· As business in Europe is increasingly distributed across member states and requires real-time communications, real-time distance communication is a fundamental requirement.

· Videoconferencing within e-business shall be increasingly heterogeneous, involving static and mobile networks and equipment.

· A guideline and tutorial access system is directly concerned with e-skills.

Development, analysis and dissemination of good practices

· A direct deliverable of the activity is the provision of guidelines developed from user-based scientific tests of communication services.

· A direct deliverable of the activity is the provision of a tutorial aid to maximise understanding and dissemination of good practice guidelines.

· A direct deliverable of the activity is a web-based access system to guidelines and tutorial information.

· The methodological approach of the activity is based on workshops and expert panels, involving a range of manufacturers and providers.  This has also has a direct dissemination value.

· The initiative exploits the results of an EC IST financed project, therefore enabling Framework Programme outputs to directly contribute to the eEurope objectives.

1.5
Consequences if not agreed

Distance communication is fundamental to the information society and integral to modern content-based services and applications. Industry requires empirical knowledge of user performance, preference and choice in order to design and implement the real-time communication services that users require.  The IST project Eye-2-Eye has begun to provide the results required by industry. However, the topic is complex and evolving and there is more work to be done.

This proposal for an ETSI STF to aid in the performance of the activity is considered the most effective way to exploit the results of EC IST project Eye-2-Eye and ETSI TR 102 274 because:

· The initiative is based on specific recommendations from ETSI TR 102 274 for developing the work of EC IST Eye-2-Eye for standardisation activity.

· The work is best steered by ETSI TC-HF but requires specialists who are not within ETSI TC-HF.

· The work requires a small multi-disciplinary group comprising expertise in telecommunications services, network and terminal specifications, terminal development and human factors.

Without agreement to this proposal to act on the results obtained the opportunity shall be lost for consolidating and extending results from an EC IST project for uptake by industry.  There shall be a corresponding:

· Reduced exploitation of new knowledge for use by network operators, service providers, equipment manufacturers and standards bodies.

· Increased risk of inappropriate communication services, leading to sub-optimal products and services that do not support user requirements for modern public services and businesses.

Without the outputs of the work there are at least two significant risks:

· Without a tutorial system the new information available from EC IST Eye-2-Eye shall not be as widely accessible or usable.

· The QoS classes that shall be decided between different service providers for pan-European traffic compliance shall lack early and optimal inputs from user-based results.

2
Purpose and objectives

The objectives of the proposed Specialist Task Force shall be to exploit results from EC IST project Eye-2-Eye and ETSI TR 102 274 to:

· produce a web-based tutorial system that expresses service users' Quality of Experience (QoE) in technical QoS terms for different usage situations.  The system shall be designed for network planners, service providers, equipment manufacturers and other key industry representatives.

· develop an ETSI Guide that provides user-based technical guidelines for real-time communication services.

· develop an ETSI Technical Report that identifies future requirements specifically for real-time broadband services.

· contribute to the implementation of the eEurope 2005 Action Plan by improving real-time communication services for person-to-person interaction at distance (e.g., multimedia conferencing, avatar telephony).

The main strategy is to develop the existing test results, methods and knowledge from completed EC IST project Eye-2-Eye. Based on empirical tests of users, Eye-2-Eye measured the QoE of real-time person-to-person communication services by using a range of objective measures such as task completion and communication behaviour and subjective measures such as task perception, person perception and service suitability.

The tests included a study of media preferences through survey techniques (53 test persons) and controlled experiments for a persuasion task (100 test persons), a task involving negotiated outcome based on trust (142 test persons) and a joint problem-solving task (82 test persons). A field study investigated communication service choice in an administrative work setting for five persons in a distributed organisation who were provided the communication services for point-to-point communication.  In additional, seven laboratory experiments were conducted to investigate effects of:

· variations in resolution for small screens and their impact on performance, communication and attitudes with a negotiation task (86 test persons)

· different image sizes in a task involving negotiation to address questions about the use of small screens for mobile Videotelephony (48 test persons)

· delay and their impact on performance, communication and attitudes with a negotiation task (42 test persons)

· variations in packet loss and delay in a remote inspection task aimed at simulating mobile communication (48 test persons)

· changes in task type and its impact on performance and attitudes when communication services were varied between audio-telephony and video-telephony (66 test persons)

· different tasks on opinion measures such as social presence and person perception (44 test persons)

· manipulating discrepancies between audio and video delays (asynchrony) in a problem solving task (48 test persons).

Eye-2-Eye also developed a methodology for translating the scientific QoE results into technical network QoS terms that should be appropriate for the intended users within network operator, equipment manufacturer and service provider organisations (Brooks and Hestnes, 2003).  The guideline methodology was applied to the Eye-2-Eye results as an ETSI Work Item to produce 60 guidelines that cover 22 topics such as asynchrony, packet loss, screen size, screen resolution and delay (TR 102 274).  However, it has been beyond the scope of previous work to evaluate the initial guidelines for their usability and utility by intended guideline users. This work shall therefore be undertaken by this STF, through case studies with intended guideline users. This should enable refinement of the guidelines for publication as an ETSI Guide.

In addition, Eye-2-Eye developed a comprehensive knowledge of abbreviations, terminology and concepts from a variety of perspectives (e.g., psychology, engineering, market) that shall form the basis of the tutorial system required to fully understand the content of the guidelines.

More detailed information on the work plan to achieve the objectives is provided later in this proposal.

Each guideline includes a text-based interpretation that is intended to be concise and easy to read.  Each guideline also contains a justification provided as an argument for the guideline and a categorisation of the guideline as providing either a fundamental or general truth (Principle) or a recommendation of action (Advice).  Examples are provided below from ETSI TR 102 274.

[image: image3.png]Topic Principle  Guideline Justification
or Advice
Asynchrony Principle 500ms asynchrony in remote Remote inspection with 500ms asynchrony for giving advice

inspection works well

on a procedure does not affect task performance (compared
with remote inspection with no delay)





[image: image4.png]Topic Principle  Guideline Justification
or Advice

Packet loss Advice Up to 7% packet loss does not Remote inspection with 7% packet loss for giving advice on a

procedure does not affect task perforrance (compared with
affect task performance remote inspection with no packet oss)





[image: image5.png]Topic Principle  Guideline Justification

or Advice
Screen Advice QCIF works as well as CIF ona Videoconferencing with 3.5" screen and QCIF resolution for
resolution small screen negotiation can result in no significant difference in task

outcome ( compared with videoconferencing with 3.5' screen
and CTF resolution)





[image: image6.png]Topic Principle  Guideline Justification
or Advice

Influence of Principle Increased delay does not change Videoconferencing with 650ms delay for negotiation can have

delay on a the outcome of communication no significant difference in negotiation outcomes (compared to
negotiation task videoconferencing with a delay of 200ms)





The initial 60 guidelines such as illustrated in clause 2.2 have been developed with essential information extracted from the Eye-2-Eye user tests by applying a simple clause to each of 118 test results:

IF <communication situation>

USING <service prescription>

WITH <technical parameters>

THEN <user behaviour>.

The attributes <communication situation>, <service prescription>, <technical parameters> and <user behaviour> have sub-attributes and sometimes sub-sub-attributes in order to cover the problem space and to correspond to existing knowledge of media effects on communication behaviour.  For example, the attribute 'Communication Situation' has the sub-attributes 'Task', 'Motive', 'Setting' and 'User'; and 'Task' is defined by 11 sub-sub-attributes including 'Duration', 'Situation formality', 'Difficulty' and 'Urgency'. The 'Service prescription' contains the service used (i. e. telephony or video conferencing), the 'technical parameters' include network delay or packet loss and 'user behaviour' includes variables such as communication efficiency and user satisfaction.

In this way it is possible to express user-based QoS in technical network QoS terms.  Furthermore, with this essential information collected and structured, guidelines of the form illustrated in Section 2.2 can be abstracted. The process of deriving presentation-oriented guidelines from the structured test results involves:

· Ranking the importance of each structured test result from the perspective of an intended guideline user. Each structured test result is given a rank score between 5 (high importance) and 1 (low importance) and a rationale for the ranking that states for which type of guideline user it is important and why

· Selecting structured test results that achieve a rank score of 3 or above

· Grouping selected structured test results to form a guideline for presentation

· Grouping guidelines according to topics to aid presentation and navigation.

In this way, information obtained by the STF from case studies with intended guideline users shall verify initial guidelines and enable development of new guidelines from existing test results.

In recognition of rapid changes in technology the technical parameters for which user tests were performed were selected to represent the foreseeable state-of-the-art.  For example, in new packet switched networks 'delay' and 'packet loss' are the important quality parameters for real-time communication (Hestnes et al., 2003) and test results were derived for these parameters.  Furthermore, the Eye-2-Eye tests included the configuration expected for the implementation of the 3G mobile network UMTS (Universal Mobile Telecommunication System) by dividing the video and audio channel into separate networks with the audio channel using a non-packet switched line and the video using a packet switched IP channel.

Because of changes in technology there will always be the need for new user tests with new technical configurations and application scenarios.  Therefore, in addition to producing the ETSI Guide based on current test results, the STF shall produce an ETSI Technical Report that summarises new requirements for guidelines due to technology and service developments.

3
Scope of work

The proposed activity shall be structured around two existing ETSI HF Work items from the ETSI Work Programme:

· DTR/HF-00061: ‘Human Factors Guidelines for Real-time Person-to-Person Communication Services: Requirements for data on new service prescriptions, technical parameters and communication situations’, shall produce requirements for future data documented as an ETSI Technical Report (ETSI TR)
· DEG/HF-00062: ‘Human Factors of Real-time Person-to-Person Communication Services: Technical guidelines’, shall produce an ETSI Guide (ETSI EG) and a Web-based tutorial system.

The three main deliverables are:

Web-based tutorial system

· A web-based tutorial system should be appropriate for key industry representatives. These include strategic planners, network planners, market analysts and developers, sales persons, customer support and conference meeting facilitators.   Their requirements for support shall be identified in the case studies.  The extent to which the system might also be accessible and useful for the purchasers and end users of communication services shall also be examined.  The STF shall comprise the necessary expertise to specify a user-centred web-based system, working in conjunction with a specialist third-party web designer.

Guidelines of existing data documented as an ETSI Guide

· The work shall be based on the output of the EC IST Project 11577 (Eye-2-Eye: Fitness-for-Purpose of Person-Person Communication Technologies) and ETSI-TC-HF Work Item DTR/HF-00050 (TR 102 274: ‘Human Factors Guidelines for Real-time Person-Person Communication Services’). From the resources available to the Eye-2-Eye project, existing guidelines are provisional and developed from requirements identified from only one major network operator, service provider and equipment manufacturer.  In order to extend consultation to other intended users of these results, the STF shall perform interviews and workshops with a representative sample of potential guideline users.  The results of this validation process shall be used to refine and extend as necessary the guidelines for wider uptake by industry.

Requirements for future data documented as an ETSI Technical Report

· The guidelines are based on empirical data of laboratory experiments and field study conducted by the Eye-2-Eye project. Data exists for service aspects of audio-video synchrony, video resolution, video delay, packet loss and monitor size.  Human related data was collected for tasks including business negotiation and instruction on procedural skill.  The consultation work of the STF shall also identify the priorities for new guideline data as the technology field continues to expand and evolve, with emphasis given to features of new service prescriptions, technical parameters and communication situations for fixed and mobile broadband networks.  In particular the new requirement for QoE on 3G mobile systems will be addressed. 

4
Work plan

4.1 Detailed task description 

This activity shall be carried out using a user-centred approach.  In particular, it shall involve participation of the intended guideline users and shall be iterative to enable refinements based on guideline user feedback.

The main tasks to be performed are:

Task 1: Establish STF team and agree detailed work plan

The STF team is recruited in accordance with the ETSI procedures, the allocation of resources and tasks are agreed and the project work initiated.  The main sub-tasks are:

· Establish STF and main division of responsibilities

· Establish technical liaisons

· Review EC IST project Eye-2-Eye and ETSI TR 102 274 to select main results for validation and extension

· Identify representative sample of network operators, service providers and equipment manufacturers.

Task 2: Conduct case studies of intended guideline users

Case studies are to be performed to provide feedback on provisional guidelines and requirements for new guideline content and format. The case studies include persons from:

· Four network operators (including Telenor)

· Four equipment manufacturers

· Four service providers (including Telenor).

The persons interviewed for the case studies shall be potential guideline users in these organisations.  For example, in a network operator this includes network planners and QoS specialists, in an equipment manufacturer this includes development managers and marketing directors and in a service provider organisation this includes service development managers, sales people and help desk personnel.

Up to four expert panels shall be created to aid in examining the guidelines and key future issues (e.g., QoE with small screens).

The main sub-tasks are:

· Plan case study methodology

· Develop case study materials

· Recruit representative sample of network operators, service providers and equipment manufacturers

· Perform interviews, workshops, expert panels

· Perform first-stage analysis of case study data

· Perform follow-up interviews with first-stage case study results

· Perform second-stage analysis of case study data.

Task 3: Refine existing guidelines

Initial guidelines have been developed from IST Project Eye-2-Eye results as ETSI TR 102 274.  These are refined from the feedback obtained from the case studies with intended guideline users.  The main sub-tasks are:

· Refine the Eye-2-Eye and TR 102 274 guidelines on the basis of the case study results

· Develop presentation formats for the guidelines.

Task 4: Produce new guidelines

It is expected that case study results shall identify requirements for new guidelines.  Although development of some guidelines shall require collection of new test data beyond the scope of the current STF, it is possible that new guidelines can be produced from existing test results.  In addition, the expert panels may provide content for new guidelines (e.g., the suitability of small screens).  The new guidelines shall be documented within the ETSI Guide.  Requirements for new test data beyond the scope of the current STF shall be documented in the ETSI Technical Report.  The main sub-tasks are:

· Develop industry guides from the results of Eye-2-Eye that meet requirements identified in the case studies.

· Present the new guidelines in follow-up interviews with case study participants.

Task 5: Develop web-based tutorial system

The web-based system enables access to key guidelines and supporting information such as a glossary of technical terms and explanations of key concepts necessary to fully understand and apply the guidelines.  The system is developed according to user-centred principles to enhance usability.  The main sub-tasks are:

· Liaise with ETSI web services and potential third-party web designers for development of the web site.

· Develop a web-based guideline access and tutorial system based on requirements identified in case studies.

· Perform Human Factors Expert Review of the initial web-based system.

· Finalise the web-based guideline access and tutorial system based on results of the Expert Review.

Task 6: Disseminate results

The special development of a web-based tutorial system shall directly promote additional dissemination to the outside world (industry, science, society).  Also, the web-based tutorial system shall promote additional consensus activity through communication channels provided; such as 'Question & Answer' facility with the STF experts.

Since the work directly addresses European citizens as purchasers and end-users of real-time communication services, opportunities for dissemination of results directly to European citizens for guidelines of particular general public interest shall be examined. This includes public access to the web-based tutorial system and links between this system and the ETSI and eEurope websites.

The conclusions of the ETSI Guide and Technical Report shall be disseminated to the international industrial and scientific communities through participation at selected conferences, symposia and other events (e.g., HFT 05, IEE event on Telecommunications Quality of Service).

Task 7: Produce conclusions, recommendations and Final Report

Conclusions are made on the basis of the results of the case studies, liaisons, guideline development and tutorial system development and dissemination activities.  Recommendations for future actions shall be developed within the ETSI Reports and Final Report to the EC/EFTA.

4.2 Workflow, milestones and deliverables

The flow of tasks and their interrelationship with the main STF outputs are illustrated below as Figure 1.
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Figure 1: Task interrelationships and the main STF outputs

The STF starts in April 2005 and ends in February 2007 with the following milestones and work effort:

	Milestones
	Activity number
	Description
	End date
	Mandays

	Milestone A
	1
	ToC & Scope ETSI Guide
	06.2005
	30 md

	Milestone B
	2
	ETSI Guide Initial draft
	10.2005
	29 md

	
	3
	ToC & Scope ETSI Technical Report
	10.2005
	

	Milestone C
	4
	ETSI Guide Stable draft
	02.2006
	82 md

	
	5
	ETSI Technical Report Initial draft
	02.2006
	

	
	6
	Initial version of Tutorial system
	02.2006
	

	
	7
	Interim Report to the EC/EFTA
	02.2006
	

	Milestone D
	8
	ETSI Technical Report Stable draft
	06.2006
	12 md

	
	9
	HF approval of ETSI Guide
	06.2006
	

	Milestone E
	10
	HF approval of ETSI Technical Report
	10.2006
	47 md

	Milestone F
	11
	End of ETSI Guide Membership Vote
	11.2006
	47 md

	
	12
	ETSI Technical Report Publication
	12.2006
	

	
	13
	ETSI Guide Publication
	12.2006
	

	Milestone G
	14
	Final version of Tutorial system and relevant documentation to maintain the system
	01.2007
	35 md

	
	15
	Final Report to the EC/EFTA
	02.2007
	

	
	
	Total
	
	282 md


The overall timetable and milestones of the project, as well as meetings of the Technical Committee TC HF and their relation to contractual milestones are shown below:
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The deliverables to the EC/EFTA are provided in the form of an Interim and Final Report. The Interim Report will be provided by the end of February 2006 (or the equivalent depending upon the date that the Special Agreement is signed should the start of the work be delayed) and will report on the activity performed by the STF under the tasks outlined in this proposal. Details of the actions undertaken up to that stage of the work will be described and a copy of the latest drafts of the available ETSI EG, ETSI TR and web-based tutorial system at that time will be provided with the report.

The Final Report will be provided by the end of February 2007 (or the equivalent depending upon the date that the Special Agreement is signed should the start of the work be delayed) and will provide an overview of the work performed for the project with an emphasis on the period since the Interim Report. The Final Report will also include details of the final resource usage in relation to that provided by the financing plan plus the publication versions of the ETSI EG and TR plus the web-based tutorial system for information. Also, information related to the Performance Indicators described in this ToR and an analysis of the benchmarks will be provided.

4.3
Total Resources required

The estimated total cost of the action is 368 600 EUR. This figure includes the EC/EFTA contribution, the cost for ETSI to host the sessions and the in-kind contribution from the Members.

The total resource from the EC/EFTA contribution is 213 200 EUR (around 58% of the total action cost), split as 295 man-days (177 200 EUR) and 36 000 EUR for travels and stakeholder consultation and case studies.  The manpower resources include 13 days (8 000 EUR) for design and implementation of the web-based tutorial system by the STF experts, which was originally allocated for a third-party subcontract.  This change has been agreed by EC/EFTA.
A minimum of 120 man-days of work will be carried out in ETSI (Sophia Antipolis).  The contribution from ETSI for hosting the experts for this period is 24 000 EUR (6,51%).

4.4
Travel Plan

As stated in 4.3 above, the total estimated travel budget is 36 000 EUR, split as follows:

· Working at Technical Body and other WG meetings: 13 trips (16 900 EUR).
1 Human Factors and 1 technical expert shall attend TC-HF Plenary meetings. STF meetings shall where possible coincide with ETSI meetings to minimise the budget.

· Dissemination meetings: 5 trips with one to the USA (8 700 EUR).
Part of the work of the STF will identify whether other international bodies and representative groups should be consulted and take opportunities to disseminate and exploit the STF results.

· Case studies: Guideline User interviews and workshops require 8 trips (10 400 EUR).
Interviews and workshops shall take place with at least 4 representative network operators, 4 representative service providers and 4 representative equipment manufacturers.  As the key intended guideline users are identified as senior and very occupied people it is expected to be necessary to travel to their organisations for interviews rather than expect these persons to travel to ETSI or STF member premises; however, travel requirements shall be reduced by combining trips to related organisations and by selecting organisations local to STF members where possible.

4.5
Other costs (in-kind contribution)

The total in-kind contribution is estimated to be a minimum of 131 400 EUR (minimum co-financing of 35,65%).  The breakdown is:

· A contribution from Telenor of 11 400 EUR to host consultation workshops, expert panels and group interviews, plus the dissemination of the guidelines and tutorial system to potential users:

For the consultation workshops, expert panels and group interviews Telenor shall host at least 10 half-day events over the project duration at a minimum cost of 3 000 EUR.

For dissemination to potential guideline and tutorial system users Telenor shall provide 1 hour sessions to approximately 100 people: minimum cost 8 400 EUR (equivalent of 14 man-days).

· In kind contribution of at least 200 man-days from ETSI member and stakeholder review of deliverables, network operators, equipment manufacturers and service providers participating in guideline user requirements (case study) interviews and workshops held under this task and contributions to the tutorial system content from other experts (120 000 EUR). This comprises:

· For the Technical Body member review of deliverables, this includes at least three formal reviews of the two ETSI deliverables (ETSI Guide and Technical Report) and at least two reviews of the tutorial system. This element will attract the 3 man-days of effort per meeting (preparation, actual attendance and participation and then one day post-meeting review and activity, such as reporting and further comments).

· For the case study participants an average of 3 persons shall be provided from 12 organisations (4 network operators, 4 equipment manufacturers and 4 service providers).

· For contributions to the tutorial system content at least 30 1-day interviews shall be performed for deriving the content and follow-up expert reviews of the system implementation.

These voluntary contributions have direct and critical input to the achievement and final quality of the activity.  Potential audit mechanisms shall include signatures of participation within ETSI TB meetings, steering groups, interviews and workshops and other Telenor records for the hosting and dissemination contribution.
4.6
Related activity in other bodies and other interested ETSI TBs

ETSI TC TISPAN is the result of a merger of ETSI TC SPAN and ETSI EP TIPHON.  The terms of reference of ETSI TC TISPAN include multimedia.  WG 1 is working on Services including service descriptions, and WG 5 is working in QoS issues.

ETSI TC AT is responsible for terminal standardisation in ETSI. The work is organised in four working groups. One of these, NGN@Home is responsible for standards related to NGN in the Home Environment.  There is a work item on QoS. 

The main objective of the ETSI User Group is to analyse the users’ requirements under a functional approach in order to improve the standardization results. The ETSI User Group has prepared ETSI Technical Reports and ETSI Guides. Among these are Guidelines on QoS parameters from a Users’ point of view. 

EPP 3GPP is specifying services and QoS requirements for mobile applications. The work is carried out by the Technical Specification Group SA (Services and System Aspects). There are also liaisons between 3GPP and ETSI TISPAN on specific topics. An objective is that the IMS architecture shall also be a basis for the work of TISPAN. 

The ETSI TC STQ (Technical Committee Speech Transmission Quality) is working on speech communication standards. A working group for speech communication on mobile networks was set up in 2003. 

ITU-T is at present concluding the study period 2001-2004. There might be a reorganisation of Study Groups, and study questions will be closed or merged with other study questions. New study questions may also be approved.

In the present study period both SG 12 and SG 16 study Media QoS issues, with SG 12 as the lead study group on QoS. In 2003 it was proposed to start work on Quality of Experience (QoE) within ITU-T SG 12.

Requirements for the international standardization of text telephony were initiated within ETSI and are now primarily addressed within ITU-T SG 16.

IETF is only addressing QoS mechanisms and protocols. Possible Internet-Drafts based on the STF results are not likely, but the issue will be reconsidered when the results have been fully interpreted from this perspective. Target groups would be avt or nsis.

The main focus of IMTC is to promote standardization activities and to ensure interoperability of real-time rich media communications. IMTC also focuses on identifying obstacles to ubiquitous utilization of multimedia products and services. Of particular relevance to the real-time person-to-person communication are the QoS and Performance Activity Group which belongs to the Network Infrastructure WG.

5
Relation to other work

Previous standards' work has not focused on the conversation mode of real-time person-to-person communication. Rather, it has been concerned primarily with functions, procedures and control within the more general area of multimedia telecommunications (ETSI ETR 160) or specifically in video telephony (ETSI ETR 297). Other related activity in standards bodies is presented in Section 4.6.

As described in Section 1.3 the work of the STF shall directly develop results from two completed initiatives: IST Project Eye-2-Eye (Brooks et al., 2003) and ETSI Work Item DTR/HF-00050 (TR 102 274).  Other than these initiatives there has been a clear lack of other work either to assess the fitness-for-purpose of real-time person-to-person communication services or to express test results as guidelines that are appropriate for network providers, equipment manufacturers and service providers by incorporating technical Quality of Service with user-based Quality of Service (Quality of Experience).

However, within the predominate work on non-real-time technologies and services the concept of Quality of Experience (QoE) is attracting more formalised and growing attention.  QoE work has originated from user-centred work on user-system interaction design [e.g. Alben (1996)] rather than user-user interaction design.  QoE has recently been considered in relation specifically to eCommerce, Web design and multimedia services [Aldrich and R. T. Marshak (2000); van Moorsel (2001); Khirman and P. Henriksen (2002), Siller and Woods (2003)] and for mobile data services [Pearce (2002)].  QoE is also becoming recognised as an important construct in real-time human communications. (Hestnes et al, 2003).  Within standardisation the ITU-T lead Study Group SG 12 on QoS and performance is considering a proposal to start work on QoE [Nortel (2003)].  Early work has also been initiated in relation to Advanced Collaborative Environments [Corrie et al. (2003)] and on IP videoconferencing [O'Neil (2002)].  
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7
Expertise required

The mix of skills, qualifications and experience to meet the objectives of the work are listed below.

The main mix required is expertise in telecommunication services (network operator and service provider), terminal development and human factors.  Therefore an STF of three experts is required.

STF Leader

Telecommunication services expert with the following experience:
· Real-time services on current and future telecommunication networks (both fixed, mobile and wireless networks)

· Network operator and service provider information requirements

· The principal of technical network and terminal QoS parameters

· Real-time technical parameters

· Media protocols

· Methods and results of IST Project Eye-2-Eye

· The work of ETSI

· Detailed knowledge of previous work on real-time person-person communication

· Detailed knowledge of previous work on user-based guidelines

· Experience of case-study methodology for user requirements analysis

· Experience of working in an international environment.

STF Expert #2

Human factors expert with the following experience:

· Psychology of real-time person-person communication

· User requirements and validation methodology (e.g., case study)

· Translating psychological knowledge into guidelines for industry

· Web site usability design

· Teaching strategies for computer-based systems

· Methods and results of IST Project Eye-2-Eye

· The work of ETSI

· Detailed knowledge of previous work on real-time person-person communication

· Detailed knowledge of previous work on user-based guidelines

· Experience of working in an international environment.

STF Expert #3

Terminal development expert with the following experience:
· Real-time audio-video technologies

· Video codecs

· Equipment manufacturer information requirements

· Detailed knowledge of previous work on real-time person-person communication

· Detailed knowledge of previous work on user-based guidelines

· Experience of working in an international environment.

8
Performance indicators

ETSI will provide information that will act as performance indicators against this activity in the following cases:

Effectiveness

Performance indicators include:

· number of participants in the activities & level of expertise, seniority, etc., including:

· case studies of intended guideline users (stakeholders)

· tutorial system content generation interviews/workshops

· guideline dissemination workshops

· tutorial system evaluation

· guideline evaluation

· Number of Steering Group members providing input to provisional versions of the

· Tutorial system

· ETSI Guide

· ETSI Technical Report

· Number of guidelines produced

· Assessment of guidelines produced against guideline user requirements for

· Guideline content (e.g., are the guidelines providing the information required?)

· Guideline format (e.g., are the guidelines presented in a way that is usable?)

· Assessment of tutorial system against user requirements.

Proposed benchmarks of effectiveness:

· 4 draft versions of the EG and 4 draft versions of the TR announced and promoted through e-mail and the web pages of the STF (publicly available from the ETSI and eEurope standardisation web sites).

· 2 draft versions of the web-based tutorial system promoted through e-mail and the web pages of the STF (publicly available from the ETSI and eEurope standardisation web sites).

· 90% of tasks and milestones completed on time.

Stakeholder engagement

A fundamental methodology of this activity is the collection of guideline user requirements in case studies performed with network operators, equipment manufacturers and service providers.  Therefore, there is an overlap between performance indicators for Effectiveness and Stakeholder engagement.

Proposed benchmarks of stakeholder engagement:

· Case studies with 12 organisations (including Telenor) involving 4 network operators, 4 service providers and 4 equipment manufacturer organisations with an average of 3 industry representatives per case study workshop.

· 4 expert panels of industry representatives set up for the creation of guidelines.

· 10 half-day consultation workshops held at Telenor on guideline and tutorial system requirements.

· 30 1-day interviews with experts on appropriate Telenor projects to derive content for the tutorial system.

· 5 TC-HF experts participating in 3 reviews of the EG, 3 reviews of the TR and 2 reviews of the tutorial system.

· In-depth review of the web-based tutorial system by at least 10 potential users.

Dissemination of results:

Performance indicators include:

· Number & quality of actions to disseminate, including:

· Meetings

· Workshops

· Conferences

· Mass media

· Number & type of requests received for information

· Proportion of dissemination to industry, science and society.

Proposed benchmarks of stakeholder engagement:

· 100 potential guideline users identified and recruited to participate in Telenor guideline dissemination events.

· 5 participations at major international scientific or industrial conferences.

· At least 1 press release.

Impact

Whilst the most valid measures of impact would require follow-up investigation, early measures include:

· Measure of expected impact of the guidelines based on a comparison between the results obtained and the original requirements of intended result users.

· Measure of expected impact of the tutorial system based on a comparison between the results obtained and the original requirements of intended result users.

· Analysis of the applicability of the guidelines across the eEurope actions in addition to the Broadband action.

Proposed benchmarks of stakeholder engagement:

· Expression of interest from 6 major industrial organisations to use the EG and/or tutorial system for input to specifications and development work upon availability in year 2007.

· Expression of interest to use the EG and/or tutorial system in both broadband and 3G mobile industrial sectors.
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