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Terms of Reference 
for 
Specialist Task Force STF 285 (PF2, TB HF):

 “Enabling and Improving the Use of Mobile e-Services”
Part 1:
Human Factors; User Interfaces; Design Guidelines for Set-up Procedures for Mobile Terminals and e-Services” 

Part 2:
Human Factors; User Education Guidelines for Mobile Terminals and e-Services

0
Introduction

The present, two-part proposal is the merger of two previously, independently suggested proposals, both receiving the necessary favourable approval ratings at the evaluation stage. Following the advice received from the evaluators to “…address the issues in an integrated manner...”, they have been merged into one Technical Proposal, enabling synergies in work process, results and resource management to be exploited.  

The eEurope 2005 Action plan - following on from the eEurope 2002 initiative - aims to provide a favourable environment for the creation and uptake of new services and new jobs, to boost productivity, to modernize public services and to give everyone the opportunity to participate in the global information society. Thereby, the most competitive and dynamic economy in the world, exploiting the opportunities of the new economy and technologies, can be created. 
Already today, information and communication technologies (ICT) play a key role in the daily activities of many people. The mobile telephone is a highly successful device that also corresponds to a deep human communication urge. New applications and services are increasingly used to perform necessary and entertaining tasks. With the technical development offering seamless and more continuous access to broadband networks, the vision of a world where ICT resources around us improve the quality of our lives is more realistic than ever.

Connectivity and interoperability between telecommunications networks, personal computing, the Internet and ever-smarter mobile devices and services offer enormous potential for improving life, if used as intended and used by all. However, there is concern about whether these new products, services and their content will be fully accessible to all people, including children, ageing and disabled users. An effective eSociety relies on the fact that all citizens are granted access. Users who cannot get over the hurdle of the first installation and set-up of their devices and configuration of services and integrated or additionally offered applications will be perpetually excluded from the eSociety. Ensuring access to mobile communication for all is a common goal of vendors, operators, service providers, user associations, as well as politicians, often talking about the creation of the e-inclusive information society.  

Example activities toward this worthy goal are performed in Europe (presently in the global lead in this area) and around the world, in a number of organisations and for a, non-exhaustively listed below:

· European Telecommunications Standards Institute (ETSI): Human Factors (TC HF), Access & Terminals (TC AT) and TISPAN (responsible for Next Generation Networks, including NGN@Home);

· European Association for Co-ordination of Consumer Representation in Standardisation (ANEC)

· European Computing Manufacturers Association International (ECMA International) and Technical Committee (TC) 32;

· International Telecommunications Union – Telecommunications (ITU-T): Study Group 4;

· International Organisation for Standardisation (ISO/IEC): JTC1/SC35;

· Open Mobile Alliance (OMA);

· 3rd Generation Partnership Project (3GPP): TSG and TSG-T;

· European 6th Research Framework Programme FP6;

· Telecommunication Industry Association (TIA) and the American National Standards Institute (ANSI);

· Inter-American Telecommunications Commission (CETEL) in South America;

· Communications Standards Association (CCSA) in China;

· Internet Engineering Task Force (IETF);

· World Wide Web Consortium (W3C);

· Digital Home Working Group (DHWG)  

In the past, the question of the “digital divide” defined the “haves” and “have-nots” mainly in economic terms, dividing those who can afford new technology from those who cannot. As technological progress in network and infrastructure deployment and manufacturing and economy-of-scale effects in household availability and service provision make access to services affordable to the largest proportion of the European society, a new facet of a possible “digital divide” becomes visible, namely the one that is related to the comprehension of how to use new devices and services. This latter aspect of the “digital divide” has direct economic and societal consequences as the uptake of mobile services will only be at a successful level if the new devices and services can actually be used by the European citizens. 

Based on this background, the proposed STF focuses on user education and facilitated set-up procedures for removing some of the hurdles for the successful uptake and use of new mobile solutions, enabling the use of mobile e-services.

1
Rationale

1.1
Social significance

The eEurope Action plan 2005 has recognised that "…the information society has much untapped potential to improve productivity and the quality of life"
 and that this potential "…is growing due to the technological developments of broadband and multi-platform access".  It provides a policy framework to stimulate the development of ICT infrastructure and application within Europe to enable citizens to benefit from the growth of the information society.

The eEurope action plan is built around two groups of actions, with the common goal to stimulate the creation and deployment and use of: 

· services, applications and content - both online public services and e-business; and 

· underlying broadband infrastructure and security matters. 

It has to be recognized that many existing services (both broadband and narrowband) cannot be fully utilized by many users due to problems in either installing and configuring services on their devices or understanding the full potential of these services. These obstacles to a full use of broadband services are even more emphasized by a number of developments in society:

· Changing population demographics: The number of elderly people and people with special needs is growing rapidly, requiring additional support and dedicated efforts for those unable to cope with every day’s technology.
· Population mobility: As more and more people access services from mobile devices only offering limited user interface capabilities, it is required to optimize the user experience of terminals with focus on service access and use of the accessed services themselves.
· Increasing user expectations: Users are getting used to plug-and-play systems with fully configured components. Similar, natural expectations are automatically projected to mobile e-services and must therefore be addressed.
· Advanced services deployed with a social interest (e.g. Telecare services) without a certain level of pre-requisites these often advanced services build on (e.g. comfort of use, development of a trusted relation, basic skills and familiarity), such services will not be able to launch.

· Access to services by all: In order to close the accessibility gap between technology-aware and conservative or less skilled user groups, it is necessary to offer access to services for everyone.

· Increasing variability in the segmentation of customers: from children at the age of 6 or 7 years to senior users aged over 80, members of the entire community will develop specific reasons and request access to broadband e-services.

· User’s inability and lack of interest to cover important (but in a normal, user-centred, functionality-oriented scenario, less relevant) aspects of their communication such as security aspects: according to recent reports (Gartner Group Conference 2004: IT Security Summit), more than two thirds of the successful hacker attacks on wireless clients are due to unsatisfactory configuration of access points and clients.
· Human resource limitations: The complexity of mobile services exceeds the ability of many users while personal assistance and support cannot be easily afforded at an affordable cost. 

“Mobile access to e-services for all” requires a series of actions to be undertaken in order to make it a success:
· the infrastructure must allow seamless access to remote services;

· the services themselves must be designed to match with users’ abilities and requirements; and 

· the devices, as the intermediary between services and users, must offer and support the necessary user interface elements to make the user experience of the communication environment of mobile e-services a success. 

This important and realistic vision will, however, only become reality if the user interfaces to devices and services are such that they are accessible to all users in a convenient, understandable, efficient, secure and reliable way.
As the hurdle to using remote services is the highest for first-time users with limited pre-requisites, it is required that first access to services is simplified as far as possible and clear guidance on how to configure and use a service, as well as a description of features and limitations of specific services are made available. 
From the perspective of digitally networked homes and in order to be able to make proper use of the smart solutions and devices deployed, it becomes more important than ever that users are enabled to understand access and use the offered capabilities. Future architectures assume that users will select service providers independently of the access mechanism, roam between delivery networks, based upon their subscription profiles and define their service needs with regard to the quality, security, privacy and cost of the service. We believe this goal is nearly impossible to achieve, if the generic user knowledge level is not increased and the complexity of set-up and configuration procedures not reduced.

Therefore, understandable set-up procedures and the availability of educational material become very important. Even with fully automated set-up procedures, user guides and quick reference guides will be necessary for day-to-day use, as fully self-explanatory user interfaces are far from becoming reality on today’s devices with their user interface restrictions and limitations. Furthermore, human memory is far from perfect - users will always have a tendency to forget already learned usage procedures or specific subsets of them (e.g. passwords or commands) over time. 

1.2
The role of standardisation

Standards bodies such as ETSI Technical Committee Human Factors, ISO/IEC and ITU-T SG2 have documented in the past that formal and open standards can have a very significant and beneficial impact on product and service development, deployment and use. 
A considerable difficulty encountered by traditional development processes of human-factors standards is that the creation of the standards, guidelines and recommendations, characterised by limited resources, cannot keep up with the speed of technological progress, often overtaking standards production. In addition, the actual uptake and deployment of beneficial human factors standards can be slow, particularly in cases, where a substantial number of the key players have not been involved and consulted in the standards development; neither does the alternative of a few players agreeing on de-facto standards that others may or may not follow, benefit all end users. 

The approach that promises the maximum impact is one of bringing together, within a recognized international standards body (in this case, an STF under ETSI TC HF), lead experts from standard bodies and key players in the industry (manufacturers, user representatives, consumer associations, network operators, service and application providers), to develop and propose solutions that are then fine-tuned in industry wide consensus-building workshops, thus ensuring the commitment of all parties involved. The uptake of such beneficial human factors standards will be made even easier if it can offer shortened development lead times and less resource-heavy investments to those developing and deploying e-services.

If European or international standards are not developed, the lack of proper solutions or solutions based on proprietary standards will remain the main alternative. This will not be to the benefit of the user community, nor the European society and will definitely make the implementation of Europe envisaged in the eEurope action plan more difficult to achieve. 

This proposed STF will specifically work on establishing best practice and minimum standards in the production of user education media such as user guides (paper based and electronic) and instructions provided for user groups with special needs (e.g. young, elderly and disabled users). 
The second major task of this STF will be the development and provision of clear guidance on how to provide and implement set-up procedures for devices and services such that those can be set up and used by the largest possible range of users, with a continuity of access and use.

Both actions will be performed in close consultation between user representatives and consumer associations, international standards bodies and human factors experts representing national standards bodies, major mobile ICT manufacturers and service and application providers.

Furthermore, in order to promote a global uptake in the widest possible areas, liaison activities with other European and global standardisation de facto and formal bodies will be performed, focussing on both the development and fastest possible deployment of its results.

1.3
Taking previous results into consideration

A number of previous activities (many of them enabled by the funding made available by the EC/EFTA) have provided recommendations or produced results that can be used as a sound basis for the proposed activities:
· ETSI Technical Report 102 125, "Potential harmonized UI elements for mobile terminals and services", provides recommendations on potential areas where harmonization of basic user interface elements for mobile terminals and services is considered beneficial:

· complex set-up procedures for network access, service logon and availability of mobile Internet or accessories should be addressed by a harmonisation effort. Furthermore, it indicates that the problems caused by lower level; standards could be at least partly overcome by offering manufacturer-independent standardised configuration solutions.

· Simplifying the learning procedure for end-users will allow the reuse of basic knowledge between different terminal devices and services and lead to a faster and easier adoption of new technologies.

· ETSI Guide 202 009-1 from the ETSI User Group, “Quality of Telecom Services; Part 1: Methodology for identification of parameters relevant to the users”, states that the Quality of Service is considerably influenced by factors including the below list of issues, in the focus of the present STF proposal:

· Information on the service;

· Implementation and set-up;

· Processing of service failures (repair and setting back to working order);

· Helpdesk services to take the users’ problems into account;

· User education and available documentation.
· ETSI Guide 202 132, “Guidelines for Generic User Interface Element for Mobile Terminals and Services”, provides detailed guidance on a number of proposed generic user interface elements for mobile terminals, services and certain aspects of application handling. It also identifies the necessity of developing more detailed guidelines for a number of areas, including:

·  the development of guidelines and a common platform on how user instructions, applicable to the use of mobile terminals and services, ought to be provided, taking into account the requirements of different user groups and the possibilities offered by different media;

· implementation of setup procedures, as a necessary next step.
· The EC funded ‘TCeurope SecureDoc’ project focuses on consumer-related aspects of technical documentation and is supported by DG Health and Consumer Protection. Four member organisations of  TCeurope (CRT, ISTC, STD and tekom), together with consumer associations in Austria, Finland, Germany and Sweden and the Donau-Universitat Krems, developed a practical guideline to help manufacturers and services providers to produce user-friendly instruction manuals for consumer goods. The consumers’ view point plays an important part in the guideline. The deliverable, “Usable and Safe Operating Manuals for Consumer Goods” presents a guideline for issues ranging from legal considerations to process optimisation. The proposed STF work will closely consult the project in order to examine possible transfer of results and adaptations to the area of mobile communication. The second ETSI Guide will in part be based on TCeurope SecureDoc’s deliverable, specifically examining the results of the detailed consumer needs survey and adapt and apply the focus of its conclusions and recommendations to mobile (broadband) devices and services and expanding the scope to give more specific guidance, addressing specifics of the issue of information provision through paper-based manuals and other media.

· ETSI Guide 202 219 from the ETSI User Group: ‘User requirements; Guidelines on the consideration of user requirements when managing the standardisation process’, recommends to ensure that ‘….standards address problems actually faced by consumers and should actually help solve those problems.

· ISO co-ordinated its consumer-oriented policies through its Committee on Consumer Policy (COPOLCO), with representation from national standards bodies (NSOs). ISO/IEC Guide 37 carries “Instructions for use of products of consumer interest”. In addition, statements on consumer participation in standardisation work (USNC Technical Management Committee) recommend national bodies (statements 7 & 8) to: “Provide consumers with guidance and training on standards procedures, and briefings on technical issues” and “Ensure effective communications with consumers and encourage feedback …”
1.4
Relevance to eEurope 2005

The two main focus areas of the eEurope action plans are to:

· stimulate the development, access and use of a variety of services beneficial to a variety of areas, relying upon the
·  availability of a state-of-the-art fixed-line and mobile infrastructure, accessible to all.

As stated in the eEurope 2005 Action Plan:

“Broadband technology is opening up new possibilities for interactive multimedia services…. Infrastructure investment is driven by availability of content and services and the development of new services and content depends on infrastructure deployment. The infrastructure evolves and upgrades when new services and applications emerge and vice versa. eEurope 2005 will stimulate a positive feedback between infrastructure upgrading, both broadband and multi-platform and service developments.

The Lisbon strategy is not just about productivity and growth but also about employment and social cohesion. eEurope 2005 puts users at the centre.  It will improve participation, open up opportunities for everyone and enhance skills.”

The eEurope action plan: an update (COM (2004): 380, SEC 2004: 607-608, May 26, 2004) and mid-term review calls for broadband access and the deployment of on-line services (Action 4) for all European citizens by the end of 2005. With the advent of 3G/UMTS, mobile broadband access will be a reality at about the same time. Mobile data access is, however, not accessible by many citizens even if they have the devices and networks available. To make mobile broadband access possible for all will result in a faster uptake of e-commerce over mobile devices. In other areas, as e.g. e-Healthcare, e-Business or e-Government, efficient mobile data access may also produce additional potential.

The proposed activity will result in the development of design guidelines for implementations which allow all potential users of mobile devices to efficiently use their device and access mobile data services. It will therefore help to bridge the digital divide between mobile technology literates and illiterates and will help to create equal access possibilities for all European users, in line with the e-Inclusion and e-Learning (Action 7) priorities assigned in the above document, to be addressed in the form of specific and realisable targets (Action 13), in cooperation between stakeholders of training, research, industry and the public sector. 

In particular, the proposed activity will help to define, specify and design configuration procedures for user groups with special requirements (including young, elderly and disabled users) to configure and use their devices and services at their potential, with maximum efficiency, as stipulated in the e-Inclusion Action 13 in the mid-term review (“guidelines …. To increase access to and widen use of e-Services”).
Furthermore, the proposed work will “put priority on the use of the potential of new technologies to foster the economic and social integration of people with disabilities, promote e-Accessibility and (help to) avoid “info-exclusion”, as required by the eEurope mid-term reviews Commission Staff Working Background Paper.

In addition, it will enable users with a limited technological affinity, including those who are challenged by new technology for whatever reason, to make use of the full potential of new devices and services by obtaining information on how to use these new devices and services in a form and through media that correspond to their expectations. This action will achieve a greater impact than if performed in an ad hoc manner by single actors and stakeholders, well matching the complimentary “Exchange of good practice” recommendations in the eEurope 2005 Mid-term Review (COM(2004) 108).

The proposed activity fits well into the eEurope2005 action plan, including the guiding principles recently released in the “White paper on services of general interest” (COM(2004) 374), reconfirming the Co0mmission’s commitment to promote and improve an effective universal access to services of general interest across all its policies (guiding principle 3.3). The work of the STF will provide an important pre-requisite for the widespread access to and use of many wireless services of general interest (guiding principle 3.5), including broadband and cross-border services, and guarantee that a high level of consumer and user rights are ensured. 
1.5
Consequences if not agreed

We foresee that the proposed work and its results will have a major impact on several important stakeholders and areas: 

· For users: understandable and usable set-up procedures and user guides for mobile terminals and services, resulting in increased user satisfaction and inclusion of all users including those with special needs, and better and more complete user instructions enabling them to make use of the full potential of what new services have to offer.

· For the society: higher penetration and faster uptake of many systems and services in a multitude of areas (eLearning, eCommerce, eHealthcare, Telecare, eWork), due to the fact that users are able to set up their environment appropriately and without problems. Furthermore, it will lower the risk for important technologies to fail, thereby securing the value of infrastructure investments through unexploited benefits.
· For enterprise, including service providers and manufacturers, higher Average Revenue Per User (ARPU), as more users will be able to use data services over mobile devices, combined with lower cost of service provisioning and more satisfied users.

A lack of performing this work will result in a continuation of the status-quo with a large percentage of users (probably, a majority) being unable to modify settings of their devices or services and unable to access mobile data services.
In the case of elderly users, there is evidence that factors influencing the considerable under-use (or, no use) of mobile communication solutions, include the decline in abilities and unsatisfactory design (e.g. access to the Internet decreases considerably with age). Furthermore, attitude to technology and user education and instruction matters most for the technology acceptance of older users (even if changes take time). 

In a climate of fierce competition, manufacturers and service providers try to look at all areas with a potential to cost reductions. Unfortunately, these efforts some times include minimising the information supplied to end users (e.g. by offering rudimentary user guides or just quick reference guides and no or only premium-charge characterised support through call centres). The absence of minimum standards will lead to an increasing number of users not being supported when facing difficulties. Little or no effort will be invested on providing support to end users with special needs.
Moreover, with the advent of systems, devices and services with higher complexity, more features and more options to chose from, we may expect a further growing digital divide between technology-aware users and the average user and those with inferior skills and pre-requisites who will be unable to use the full potential of future systems and services in the information society, meant for all.
Industry consensus and future standardization will be highly unlikely to happen without the activities and problem-focusing effort proposed in this Technical Proposal. Since many service providers are already launching e-Services, a postponement of these activities might lead to a fragmented environment which will make harmonization and optimization for users more difficult, if addressed at a later phase.
2
Purpose and objectives

To achieve the following goals, it is proposed to develop two ETSI Guides (EG) within the framework of the present Technical Proposal, on each covering the following topics:

1. Human Factors; User Interfaces; Set-up Procedure Design Guidelines for for Mobile Terminals and e-Services; and

2. Human Factors; User Education Guidelines for Mobile Terminals and e-Services.

The aim of this work is to contribute to the practical implementation of eEurope, as envisaged by the eEurope 2005 Action Plan and further detailed by the focus in the mid-term evaluation reports, by contributing to the definition and deployment of a usage-friendly environment, enabling users to use and benefit from the full potential of mobile e-Services.

In order to base the objective on detailed knowledge about user’s requirements, characteristics and possibilities, the development will be based on high-level awareness about end user aspects. Furthermore, user groups and consumer representatives will be involved in the guidance of the work for the provision of valuable information, priorities and the validation of focus areas.  

In addition, an important objective is to facilitate the development of open, high-qualitative standards addressing areas with a high importance and relevance to all users, applied to and implemented in the widest possible areas of ICT, including terminals, networks, services and applications.

2.1
Human Factors; User Interfaces; Set-up Procedure Design Guidelines for Mobile e-Services
The main objective of this proposed ETSI Guide is to develop a set of guidelines for user experience and user interface professionals and developers, to be used as a reference guide in the design of understandable end-user set-up procedures. These design guidelines will in particular consider specific requirements of different user groups (such as young, elderly, disabled and less literate users) and allow for and make recommendations upon alternative procedures and approaches. It is also important to support user groups who tend to be technology-critical and conservative users who will not get access to e-Services without adequate support and encouragement. As more and more service providers (e.g. banks) move from direct service to e-Service offerings (as complementary or often as the only available option), these users might lose their ability to make full use of services if they do not transfer to ICT-based service access.

Most users of mobile communication solutions experience serious difficulties trying to access data services like e-mail, Internet or messaging (SMS, MMS, Voicemail) through their mobile devices. Users lack the expertise necessary to configure and set up their devices, services and applications appropriately. Furthermore, even the configuration of device properties to the desired behaviour is often beyond the users’ abilities.

Many settings can be stored on the SIM card or the USIM of the mobile device, or in a future, managed by the communication system as user profiles. Even so, problems are abundant when new services are introduced, when moving from one network provider to another, when SIM or USIM cards reach a certain age and the stored information becomes outdated or when a user changes service provider.

While many settings may be achieved through “Over-The-Air” (OTA) or “Over-The-Line” (OTL) configuration, there is still a problem of individualization and personalization and, moreover, the problem of inadvertent resetting of individual parameters through OTA or OTL procedures. Other open issues are the matters of privacy and security, e.g. if the service provider is able to control specific parameters and to which grade these should provide trusted and fully functional solutions for the end user.

2.2
Human Factors; User Education Guidelines for Mobile Terminals and e-Services 

The proposed ETSI Guide will develop and specify a clear set of guidelines on how user instructions ought to be provided, taking into account the requirement of different user groups (e.g. young, elderly, disabled and less literate users) and the possibilities offered by different media. This ETSI Guide will not only motivate manufacturers to provide good user instructions, but also give guidance on how good user guides are developed using different media for user groups with different requirements. 

Operators and services and application will benefit directly, as many features that are under-used today may generate more ARPU in the future if better user instructions help users to discover these features. Furthermore, the necessity for user support is expected to be reduced.

The obvious benefits for all end users will be reflected by a reduced digital divide, opening up access to and the use of the potential of future systems and services in the information society for all.

3
Scope of work

The work item references in the ETSI Work Programme (Human Factors) for these actions are:

1. DEG/HF-00069, “User Interface Design Guidelines for Mobile e-Services”; and

2. DEG/HF-00070, “Guidelines on User Education for Mobile Terminals and e-Services”.

3.1 Common scope

By un-tapping the potentials of fixed and mobile broadband infrastructures in combination with multi-modal user interfaces and fixed and mobile broadband infrastructure enabler technologies, highly attractive, intelligent and efficient services and applications can be delivered. The full potential of these services will, however, remain untapped if their users are unable to get access or make use of the service and application functionalities.

The target of this Technical Proposal is to emphasize opportunities for simple but generic solutions that are commercially attractive to network operators and equipment and service providers for delivery as a sustainable revenue generating activity, which opens access to information and communications technologies to consumers who might otherwise be excluded. 

The STF will deliver two ETSI Guides:

· An ETSI Guide (EG), which will elaborate on design guidelines for the implementation of setup procedures for broadband services with an emphasis on mobile access to these services.

· An ETSI Guide (EG), which will identify best-practise procedures for the development, presentation, and evaluation of media (documents, computer-based training…) for user education as well as rules on the design and contents of these documents. 
This activity will be carried out using a “Design for All” approach. Wherever possible, both documents will contain supportive practical examples. Furthermore, recommendations for related generic and specific future work areas will be provided.

Consensus building between user representatives, consumer associations and human factors experts representing important mobile information and communication industry players and standards bodies will be an important objective of the activity. Furthermore, considerable efforts will be put into result dissemination to the international community involved and interested, to ensure the best possible delivery of recommendations to European and global fora, also in order to raise and direct important industry bodies’ attention on user education and empowerment issues and enable the widest possible support for the work, resulting in product implementations.

3.2 Specific scope of ETSI Guide on “Human Factors; User Interfaces; Set-up Procedure Design Guidelines for Mobile Terminals and e-Services”
This ETSI Guide will identify best-practice solutions for configuration of devices and services and, based on these solutions, develop guidelines which can be used to develop systems usable to every user. The resulting guidelines will be presented to the stakeholder community (handset manufacturers, network operators and service providers as well as representatives of user groups) and consensus building activities will be performed, in order to maximise uptake of the developed best-practice recommendations. 
3.3 Specific scope of ETSI Guide on “Human Factors; User Education Guidelines for Mobile Terminals and e-Services” 
This ETSI Guide will provide manufacturers and service providers guidance on standards for user education. This will ensure that users will receive user instructions and other guidance that are:

· appropriate for the user’s level of expertise and cognitive abilities,

· using media or a combination of media that benefits the largest range of users, and
· are structured in a way to offer good navigation throughout the guide.

Furthermore, a common platform for user instructions documents will be proposed to enable third-party manufacturers to develop tools for generating specific versions of user guides, addressing users with specific requirements (e.g. extracting the script of a text-based user guide for auditory documentation, addressing young or blind users).
4
Work plan

4.1
Detailed task description 

Both activities will be carried out using a “Design for all” approach. The work will be performed within one single, coordinated project, the same STF managing two parallel activities. The technical content will be developed in parallel though consultation, liaison and consensus-building activities, visits to appropriate facilities and desk based research of the relevant literature, de facto standards, best practices and other available information sources.  
The tasks specified below include early estimates of the necessary work (manpower) resource foreseen to perform the task, the volume of expected in-kind contributions from ETSI, ETSI Members and other sources, and the level of other in-kind contributions expected to be received. These figures must be regarded as qualified estimates and indicators at the present phase. It will be finalized once the proposed project is set up, the experts selected and the work plan agreed in detail and fine-tuned as necessary and required by the practical, optimized work flow and process, also taking into account the external interest and possibilities.

The work process will include the following tasks:

· Task 1: Establish STF project team and perform start-up activities

The STF experts will be recruited, consisting of technical experts with the skills and experience corresponding to the requirements given in Clause 7, to participate in the STF. The allocation of available work resources and main tasks and responsibilities will be agreed on the higher level, based on the requirements shown in Clause 7 of this Technical Proposal.

The management aspects will be detailed and technical work of the project will be initiated during the first meeting of the STF. The main work tasks and responsibilities will be agreed and planned in detail. A detailed work plan, reflecting the resource usage, travel plans, milestones and other criteria will be finalised. A public web site will be created and published, presenting the team and the work performed, together with details of the work plan covering milestones of interest to those following it (e.g. workshops, meetings and consensus building activities).

Task 1 resource estimates:

Manpower STF resource: 20 days (5%)
Manpower in-kind: 0
ETSI contribution: 3 000 EUR (8.3%) 

Other contributions: 0
· Task 2: Establish and maintain liaisons (continuous)

There are several groups and organisations at national and international levels, interested in and influenced by the planned work. Relevant groups will be identified and liaisons established in order to identify the issues from their perspective and benefit from a technical dialogue about the key issues in this arena.
Task 2 resource estimates:

Manpower STF resource: 20 days (5%)
Manpower in-kind: 40 days (15.4%)
ETSI contribution: 2 000 EUR (5.6%)

Other contributions: 0
· Task 3: Identify and examine current initiatives in and outside Europe, perform stakeholder input and requirement consultation activities and promote work and disseminate work directions and results (continuous)

Identify the issues to cover relevant harmonisation through ETSI and the contribution that they may make. This activity will need to be continuous as the market place is quickly changing and evolving and new players appear.

Based on previous efforts such as consumer needs investigations, available best-practices, guidance and issues identified by user groups and representatives, consumer associations, industry expert representatives, standardisation bodies, industry fora, research projects and other sources, focus areas will be identified and the way to approach and develop them developed. It will be presented to and discussed with the largest possible community of user representatives, consumer associations and industry players both in and outside Europe. This will be performed through direct consultation, face-to-face meetings, workshops, presentations and other information and disseminations activities by members of the proposed STF.

Technical experts and user representation groups with an interest in areas relevant to the work will be offered the opportunity to establish continuous contact with the proposed STF and will have several, continuous opportunities and channels to contribute to the work, provide input, requirements and guides, comment on early results through dissemination activities performed by the STF, all with the common goal towards deliverables covering all necessary details on a level enabling consensus building and influencing the issues and agenda of the STF.

In order to prepare the ground for a well-covering content, wide industry support and a quick uptake and implementation of the work’s results, work dissemination and promotion activities to the international community involved and interested will be carried out to ensure the best possible interaction with European and global fora, also in order to raise and direct important industry bodies’ attention on the areas and issues covered (as some may even require further action from other fora e.g. 3GPP and OMA). 
Task 3 resource estimates:

Manpower STF resource: 100 days (25%)
Manpower in-kind: 87 days (33.5%) 
ETSI contribution: 5 000 EUR (13.9%)
Other contributions: 8 000 EUR (workshop hosting and related supportive activities) (100%)
· Task 4: Development of two ETSI Guides:

“Human Factors; User Interfaces; Set-up procedure design guidelines for mobile terminals and e-Services” and 
“Human Factors; User education guidelines for mobile terminals and e-Services”



The development of the proposed ETSI Guides will be performed in parallel and comprise the following activities:
4.1 Drafting of scope, structure and table of contents;
4.2 Collection of requirements and prioritisation of focus areas and interpretation of the state of the art in both areas;
4.3 Development of first drafts;

4.4 Development of design guidelines and update of the draft;

4.5 Consensus building and dissemination activities on the proposed guidelines;

4.6 Development of the second draft versions;

4.7 Final consensus building workshops and feedback collection activities;

4.8 Authoring of final documents;

4.9 Approval by ETSI TC HF and submission to the ETSI Membership Approval Procedure;

4.10 Publication;

4.11 Result dissemination and promotion activities.
Task 4 resource estimates:

Manpower STF resource: 240 days (60%)
Manpower in-kind: 120 days (46.2%)
ETSI contribution: 24 000 EUR (66.7%)

Other contributions: 0
· Task 5: Conclusions, recommendations and final reporting

Conclusions will be made on the basis of the results of the technical studies, consultations, liaisons and result dissemination activities carried out within the previous tasks.  
The final work delivered will be the two ETSI Guides along with an Interim Report and a Final Report to the EC/EFTA, describing the work process leading to the achievement of all the above objectives and possible recommendations for future directions, reported and concluded to ETSI and the EC/EFTA, before the closure of the project.

Task 5 resource estimate:

Manpower STF resource: 20 days (5%)
Manpower in-kind: 13 days (5%)
ETSI contribution: 2 000 EUR (5.6%)
Other contributions: 0
4.2 Workflow, milestones and deliverables

The work will start in March 2005 and end after publication of the ETSI Guides and the final dissemination and results from promotion activities and the final reporting to the EC/EFTA, in December 2006, being operational for a total of 22 months.
The following dates apply:
1. Start of the work: March 2005
· Task 1 initiated.

2.
Tables of Content & Scopes of both ETSI Guides drafted: June 2005

· Progress Report 1 approved by TC HF#37;

· Table of Content and Scope of each ETSI Guide drafted;

· Indicators of Task 1 and 4.1 having been carried out;

· Indicators of tasks 2, 3 and 4.1 to 4.4 must have been initiated.

3.
Initial Draft ETSI Guides: October 2005 

· Progress Report 2 approved by TC HF#38;

· Initial drafts of both ETSI Guides must be presented and discussed in detail in dedicated work sessions;

· Tasks 2, 3 and 4.1 to 4.5 must have been progressed in the committed direction.

4.
Interim report to European Commission: January 2006

· Further progressed draft ETSI Guides, updated for all input and guidance received from ETSI and other contributors and interested parties, will be provided to ETSI, for provision to the EC/EFTA, together with an

· Interim Report covering issues of work management, progress and resource usage according to plan.

      5.
Update to TC HF#39

· Progress Report 3, based on the above achievements, will be submitted to TC HF#39 for comments, detailed guidance and approval.
6.
Stable draft ETSI Guides: June 2006

· Progress Report 4 approved by TC HF#40;

· Tasks 2, 3 and 4.1 to 4.8 must have been progressed considerably;

· Task 5 must be initiated.

7.
Final draft ETSI Guides: September 2006

· A final draft of the ETSI Guides must have been submitted to the ETSI server for approval at the TC HF#41 Plenary meeting, 2 weeks before the meeting (thereby completing tasks 4.1 to 4.8);

· The draft ETSI Guides shall be prepared for the ETSI Membership Voting procedure.  

8.
TC HF approval of ETSI Guides: October 2006

· Progress Report 5 approved by TC HF#41;

· All tasks, except tasks 3 and 5, must be concluded;

· Task 4.9 must have been initiated;

· All tasks must be prepared for reporting and inclusion in the Final Report to the EC/EFTA.

9..
Final Briefing to TC HF and publication of the adopted ETSI Guides: December 2006

· 
· Results from the ETSI Membership Vote presented to TC HF;

· Task 4.9 must have been concluded and 4.10, 4.11 and 5 initiated.

10..
Final Report to the EC/EFTA: December 2006

· All tasks must have been concluded (4.11 and 5 under final processing);

· Final Report must be submitted to ETSI for submission to the EC/EFTA not later than early January 2007 (EC/EFTA- ETSI contract ending mid-February 2007) together with the published ETSI Guides, covering the committed objectives;

· All STF work- and process- related elements will be prepared for the closure of the STF;

· All tasks must have been performed.
The STF will be operational for 22 months.. The internal ETSI contractual milestones are linked to the operational tasks of the work (as detailed above), together with the assigned performance criteria and indicators (including those additionally specified in Clause 8). 
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 January 2006 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 EGs at that time will be provided with the report.

The Final Report will be provided by the end of December 2006 (for processing in January 2007) 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 EGs for information. Also provided will be information related to the Performance Indicators described in this proposals and an analysis of the benchmarks.
4.3 Total Resources required

The total cost of the proposed action (aggregated budgeted project resource) is 487 000 EUR.
The total resource requested from the EC/FTA for this action is 287 000 EUR (58,9%), split as 400 working-days (240 000 EUR) and 47 000 EUR for travels. The aggregated contribution from ETSI is 200 000 EUR (41,1%), reflecting a strong commitment.

A minimum of 180 working-days of work, corresponding to 45% of the available manpower, will be carried out in ETSI (Sophia Antipolis) with a cost for ETSI to host the experts of 36 000 EUR (7,4%). These days will be spent in collaborative work sessions hosted at the ETSI offices at Sophia Antipolis in order to effectively progress this project. This will be for working sessions, consultations, meetings, etc., and access to people and services at ETSI. The remainder will be made up of in-kind contributions. Would the circumstances strictly require the necessity of committing additional work days to be spent in ETSI, it will be at the cost of in-kind contributions and dissemination activities.


4.4
Travel Plan

The total estimated travel budget is 47 000 EUR, planned to be used as preliminarily specified below:

· Reporting: the STF Leader will need to cover four to seven TC HF work group and Plenary meetings in Europe, for a minimum of two or three days per meeting (detailed reporting of the progress of two work packages in work session plus reporting of overall progress and approval in Plenary), in Sophia Antipolis and other locations. Estimated cost: 9.000 EUR;


· Input collection, liaison activities and work and result promotion and dissemination, in and outside Europe, including specified missions, will be attended by the STF Leader and one or several selected Experts (when covering specific details of the work; on a selected basis). 

The precise plan can only be developed once the proposed STF begins its operations and has the opportunity to examine work and meeting agendas in detail. It will include the number, length and cost of missions (depending on the issues covered, their timing, location and relevance to one or both ETSI Guides (judged through following their work, liaisons and meeting and work agendas)). 

It is anticipated that a total of approximately twenty missions will be performed between 2004- 2006, at a total estimated cost of 38 000 EUR, split as follows:

· Standard bodies, user associations, consumer representatives and industry fora meetings (one or several, depending on interest and issues addressed) including the:

· ETSI User Group, TC Access and Terminals including NGN@Home, Operations Coordination Group and possibly, TISPAN meetings and other TBs with a relation to the work;
· TCeurope meetings;
· ANEC and DATSCG meetings;
· National user associations and  consumer representatives in the EU, EFTA and future EU Applicant member states;
· 3GPP-TSG, TSG-T and other meetings, GSM Association meetings including Working Groups (e.g. Device Interoperability WG), ECMA TC 32, IETF, W3C, ITU-T SG4, ISO/IEC JTC1/SC35, DHWG, OMA and other meetings with GSM/UMTS, application-or service-related relevance;

· Major industry events, such as conferences, congresses, symposia and workshops,  including:
·  3G World Congresses, CeBIT, 3GSM Expos, Human Factors in Telecommunications , Mobile HCIs, ACM Computer-Human Interaction CHIs and other events;

· Research representatives for coordination and addressing and inclusion purposes (if beneficial to the work):

· European 6th Research Framework Programme relevant meetings and activities including the IST Conference, WWRF Plenary meetings;
· STF Consensus building Workshops, meetings and other aactivities;

· Further events of relevance, e.g. workshops, hearings and meetings organised by EC/EFTA. identified at a later phase of the work (if travel funding is available and the work resource so allows).

4.5
Other costs (in-kind contribution)


ETSI TC HF will be the responsible Technical Body and provide the necessary, detailed guidance and contributions to this work. 
The ETSI User Group will be closely consulted. 
Both TBs will be requested to provide guidance, contacts, comments and feedback. 
In addition to the resources specified above, it will be necessary for ETSI members to make experts available for input collection and consultations in the areas covered by the STF.  It will also be necessary for ETSI members to host meetings and workshops for this STF, as well as review the documentation produced and provide expert guidance.

An industry advisory group, consisting of relevant technical, human factors, user experience, usability and other experts will be needed and established to guide the technical work of the STF. These will mostly be ETSI members or Members of ETSI Members, such as user representatives, consumer organizations, international standard bodies and fora, national standards organizations from EC, EFTA, manufacturers, operators, application and service providers and others. Considerable participation of people with difficulties to travel due to age or handicaps is also expected and planned to be made possible through local presence of STF members on the local (national) level and achieved through the use of digital work tools and e-services (e.g. email, phone conferences, etc.). 
It is foreseen that at least one of the two or three major consensus building workshops will be hosted by a major industry player (Siemens), at a value estimated to a minimum of 8.000 EUR (for the provision of meeting facilities, meeting logistics, lunch and refreshments, ICT and security services for two or three days). 

It is also anticipated to organize a workshop in an EFTA country (most probably, Iceland or Norway, hosted by a NSO) and possibly one in a new EU member country. These meetings would provide excellent chances to further widen the stakeholder consultation process and further increase the volume of in-kind contributions with an estimated 40 working-days at a value of 24 000 EUR.

In addition, national and international input collection and result dissemination workshops and activities may be planned in detail, when the STF is operational and the work plan agreed. Such activities ought to provide an additional, considerable in-kind contribution to the work, not budgeted for at present.

Considerable voluntary, in-kind contributions are expected from the mobile ICT industry and the ETSI TC Human Factors, due to the nature and importance of the work (increased with nearly 10% since the initial proposal was made, due to the noticed considerable industry interest and the number of work promotional and result dissemination activities planned).

The following estimates for the in-kind contribution (total estimated 164 000 EUR) will apply:

· 80 working-days of contributions received from lead experts in Human factors and related areas, including TC HF, through dedicated technical sessions, technical body meetings and other events, estimated to a minimum of 40 working-days, carrying a value of 24 000 EUR;
· First Consensus Building Workshops (probably held at the same or several locations but on separate days, attended by different experts from industry players and standard bodies), estimated to a minimum of 60 working-days at a value of 36 000 EUR; 

· 40 working-days of in-kind contributions received through the various requirement collection, dissemination and workshop activities performed in EFTA and new EU Member States and possible Candidate member states, at an estimated value of 24 000 EUR.

· Second Consensus Building Workshops (probably held at the same or several locations but on different days), estimated to a minimum of 60 working-days, carrying a value of  an additional 36 000 EUR; 

· One workshop hosted by a major industry player (Siemens), at a value estimated to a minimum of 8 000 EUR (for the provision of meeting facilities, meeting logistics, lunch and refreshments, ICT and security services for two or three days);

· 60 working-days of contributions received through other consultation, input collection, work and result dissemination activities, at an estimated value of 36 000 EUR;

This above figures are expected to change if the STF would be required to perform more than 180 work days at ETSI premises (may still happen, depending on the location of consensus workshops, etc. but cannot be planned for and guaranteed at this stage of the planning of the work).
5
Relation to other work

This STF will closely coordinate with other active STFs, operational under the eEurope programme, with a relevance to the proposed work:

· STF264, looking at end user aspects of Telecare;

· STF265, developing guidance for the management of user profiles;

· STF266, developing guidelines for the design and deployment of ICT products used by children; 

· STF267, working with Duplex Universal Speech and Text communication;
· Other STFs under setup, addressing text telephony and multicultural ICT issues.
The European Commission-funded “TCeurope SecureDoc” project focuses on consumer-related aspects of technical documentation and is supported by the DG Health and Consumer Protection of the EC. Four member organisations of TCeurope (CRT, ISTC, STD and tekom) manage the work, together with consumer organisations in Austria, Finland, Germany and Sweden. This European umbrella organization for technical communicators and their deliverables (SecureDoc guidelines and other) will be closely monitored and adopted to the mobile communication environment.  

The ISO consumer policy coordination performed through its Committee on Consumer Policy (COPOLCO), with representation from national standards bodies, NSOs and the ISO/IEC Guide 37 will be covered, including possible updates of the “Instructions for use of products of consumer interest”. 

In addition, work and recommendations related to Consumer participation in standardization work (USNC Technical Management Committee), recommending national bodies provide consumers with guidance and training on standards procedures, and briefings on technical issues and ensure effective communications with consumers and encourage feed-back will be used.
Coordination will be performed with ongoing actions of relevance to the area performed in ANEC, CEN/ISSS, the ETSI User Group, TC AT, TC TISPAN, ETSI 3GPP-T2 and SA, the W3C and the ITU-T and the WWRF, to cover user education, guidance provision, configuration and setup-related work addressed directly or indirectly through a number of technology-focused work areas.

The work of the STF will be performed in parallel and partly, in response to the Mobile Industry Good Practice Guide for Service Delivery for Disabled and Elderly Customers in the UK initiative, supported by O2, Orange, TMobile, Vodafone, 3 and Virgin Mobile, used as a guiding document.

Technical work is ongoing in the Open Mobile Alliance (OMA) to simplify service access and configuration procedures (OTA) and ETSI/3GPP (OTL). The Terminal Management Working Group of the Open Mobile Alliance specifies protocols and mechanisms that achieve management of mobile terminals and provide necessary technical solutions for configuration for terminal and service access.
In the ITU-T, technology-neutral convergent regulations are currently being discussed under TSB SG2 and issues that may have a clear relation to this proposed work develop.

The work is planned to be coordinated with relevant on-going projects, managed by working groups of ISO’s consumer-oriented Committee on Consumer Policy (COPOLCO), with representation from national standards bodies.

A number of projects under start-up, under the European Commission’s IST Strategic Objective 2.3.2.6, “Applications and services for the mobile user and worker” include or will be dependant on issues addressed and results delivered by the proposed STF.

The Report on Consumer Priorities in ICT standardisation, “Association for the Co-ordination of Consumer Representation in Standardisation” (AISBL, Jan 2003) will be taken into consideration and monitored for use and uptake.
6
Base and reference documents

There are a large number of relevant documents and publications to take into consideration. 

Below, a non-exhaustive subset is listed:

· ETSI EG 202 116: "Human Factors (HF); Guidelines for ICT products and services; "Design for All".
· ETSI EG 201 219: “User Group; User requirements; Guidelines on the consideration of user requirements when managing the standardization process”.

· CEN/CENELEC Guide 6 – Guidelines for standards developers to address the needs of older persons and persons with disabilities. 
· TCeurope SecureDoc (2004). “Usable and safe operating manuals for consumer goods – A guideline”. Commission of the European Communities.
· ISO/IEC Guide 74: Graphical Symbols - Technical guidelines for the consideration of consumers' needs.
· ETSI EG 202 009-1:“User Group; Quality of Telecom Services; Part 1: Methodology for identification of parameters relevant to the Users”

· ETSI ETR 102 133: "Access to ICT by children; Issues and Guidelines".

· ETSI SR 002180: “Requirements for communications of citizens with authorities/organizations in case of distress (emergency call handling). OCD EMTEL, Special report ETSI TR 102 125: “Human Factors; Potential harmonized UI elements for mobile ICT terminal devices and services”.
· ISO/IEC Guide 37: “Instructions for use of products of consumer interest”.
· ETSI ES 202 076: "Human Factors; User Interfaces; Generic spoken command vocabulary for ICT devices and services" (version 1.1.2).
· ETSI ES 202 130: Human Factors (HF); User Interfaces; “Character repertoires, ordering rules and assignment to the 12-key telephone keypad (European languages)”.
· ETSI TR 102 125: "Human Factors (HF); Potential harmonized UI elements for mobile terminals and services".
· ETSI ETR 297: “Human Factors in Video Telephony”.

· ETSI EG 202 191: “Multimodal interaction, communication and navigation guidelines”.
· ETSI TR 101 767 (Jan 2000): “Human Factors (HF); Symbols to identify telecommunications facilities for deaf and hard of hearing people; Development and evaluation”.
· European Commission, Directorate General Information Society: Report from the Inclusive Communications (INCOM) subgroup, Working Document (draft, January 2004).
· Digital Home Working Group (DHWG) - relevant reference document(s).

· Report on Access to Mobile Telephony for Handicapped Persons. CCR, French Telecommunications Regulator Working Group on Access to Mobile Telephony for handicapped Persons. October 2003. 

· ITU-T Rec. F.910 (Feb 95): “Human Factors (HF); Procedures for designing, evaluating and selecting symbols, pictograms and icons“.
· IEC 80416 (2001): “Basic principles for graphical symbols for use on equipment – Part 1: Creation of symbol originals”.
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Expertise required

The STF Leader and four (4) or more Experts must be carefully selected, in order to ensure the best possible competence and experience in this STF with a strong practical orientation, its success directly depending on the level of industry consensus building.

7.1
Requirements for one STF Leader

One STF Leader is required, who will be responsible for the management of the work and the drafting of both EGs, as well as for most external relations, requirement collection and dissemination activities specified in the present Technical Proposal. The STF Leader will take a minor role in the development of both EGs and dedicate the rest to the resource to drafting and coordination of both EGs (a total of 60 days available), reporting, liaisons, input and requirement collection, in-kind contribution coordination, dissemination and other activities (estimated to approximately 80 days).

The below requirements represent necessary competence areas, without which the work cannot be performed on time, with the desired quality and external involvement, according to the present proposal.

The STF Leader should meet preferably all or otherwise, most of the following requirements:

· Engineering, Computer Science or Applied Psychology University degree (preferably on a Master’s degree or higher level), including documented education in Man-Machine Interaction, Human Factors or equivalents;

· senior-level work experience in Human Factors and/or user experience of mobile telecommunications and ICT;

· senior-level standardization work experience in Human Factors of telecommunications and ICT in ETSI or other fora, and on the global level;

· detailed knowledge and proven experience in standardization activities covering human factors of generic mobile user interfaces, including both terminal and service aspects;

· detailed knowledge about ETSI TR 102 125 and the EGs 202 132, 202 130 and 202 076;

· strong industry consensus- organization and building track record;

· availability for an estimated 200 working-days during the STF’s life time;

· experience in managing projects and STFs with multiple deliverables;

· senior experience in drafting ETSI deliverables (requiring ETSI Membership Voting approval);

· experienced speaker and presenter at major industry events;

· excellent industry-, standardization fora- and NSO-relations;

· external contacts and excellent external  interest and in-kind contribution-generating skills;

· preferably (beneficial to the consensus building efforts), a neutral employment relation (not presently being employed by or representing a manufacturer, operator or service provider);

· good understanding for user requirements and user guide development processes;

· understanding for setup and configuration issues;

· experience in user interface design;
· standardization and harmonization on national and international levels;
· recent ETSI project management experience.
7.2
Requirements for four STF Experts

A minimum of four further STF Experts are required (giving a total STF size of 5 or larger).

Two Experts are foreseen to assume certain sub-task responsibilities for the areas addressed in the ETSI Guides.

The selected Experts should preferably meet all or most of the below requirements:

· preferably, represent major mobile and cordless terminal and network/system manufacturers; 

· represent network operators or application or service providers;

· formal education with strong preferences for an Engineering, Computer science, Psychology, Applied psychology or Human factors University degree;

· senior-level education and practical experience in human factors, usability or user experience in telecommunications and ICT;

· experienced in working in STFs with multiple deliverables;

· senior experience in contributing to drafting ETSI deliverables;

· detailed knowledge and proven experience in standardization activities in human factors of generic mobile user interfaces including terminal and service aspects;

· detailed knowledge about ETSI TR 102 125 and the EGs 202 132, 202 130 and 202 076;

· industry consensus- building track record;

· external contacts and (in-kind) contribution-generating skills and possibility to host industry consensus workshops;

· considerable standardization experience in Human Factors of ICT in ETSI and on the global level;

· availability of an estimated maximum of 50 days during the lifetime of the proposed STF;

· ability to influence product implementations;

· good understanding for user requirements;

· experience in managing user guide development;

· understanding setup and configuration issues;

· experience in user interface design;

· standardization and harmonization on national and international levels;

· excellent, proven team-play and collaboration skills (even remote projects).

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 involved in the STF’s activities at all levels, including the stakeholder meetings/workshops, interviews, the Reference/Steering Group commenting on drafts throughout the lifetime of the development of the ETSI Guide will be logged. Details will also be provided on the number of meetings held related to this work and the number of participants involved in person or using electronic media and tools, the number of presentations made on the activity (plus an evaluation of the feedback received), the number of draft iterations looking at continuous improvements and details on the production schedule in relation to that set down for the work item in the road map and the contract, including deliveries on time with requested content and quality.

Proposed benchmarks:
· 5 draft versions of each EG announced and promoted through email and the web page of the STF (publicly available);

· 90% of the tasks and other milestone-related schedule on time.

Stakeholder engagement (including dissemination of results):

An analysis will be given of the balance of the stakeholder representation in the activity, including terminal manufacturers, network operators, application and service providers, standardization groups on national and international levels, user representatives, consumer associations and representatives of user groups with special needs. The number of experts involved in the Reference group, liaison activities, input and requirement collection activities performed (especially at the international level) will be considered to provide strong performance indicators. The representation of international expertise and the interest of industry stakeholders and companies in consensus building workshops, their number and satisfaction rate with the work’s content and management process are considered particularly important. Information will be provided that records the number of actions performed to disseminate information about the work being performed and the output and efforts to further raise the awareness of the activity, build industry consensus and disseminate the work in an implementation-oriented way at major events such as conferences, symposia, standardization meetings and industry trade shows. In addition, this will include information on the hits made on the relevant web pages, the volume, continuity and quality of contributions made to the work (received through in-person contributions as well as participation relying upon electronic and digital channels) and downloads of drafts for comment. Information on the efforts to downstream this work prior to publication will be provided.

Proposed benchmarks:
· 25 experts involved in Reference and Steering group activities during the lifetime of the STF, actively contributing to the work through the various available channels;

· 10 meetings attended for requirement and input collection from various sources; 

· 10 presentations made at conferences, workshops, symposia, standards bodies, user groups or consumer associations meetings; 
· 2 Press releases and/or articles (submitted to international conferences) on the work, the achievement of important results and milestones.

Impact:
Efforts will be made to provide information on the satisfaction of the stakeholders at the activity during the work and their plans and commitment to support and make use of the provided guidance. This will also include elements mentioned above in relation to comments received as the action will be closed shortly after final publication of the ETSI Guide and download of the published version will not be truly measurable. 

Efforts will be made to provide information on the satisfaction of the stakeholders at the activity during the work and their plans and commitment to support and make use of the provided guidance. This will also include elements mentioned above in relation to comments received as the action will be closed shortly after final publication of the ETSI Guide and download of the published version will not be truly measurable. 

Proposed benchmarks:
· Expression of consideration/intention from five major industry players to consider the support and use of the developed EGs, as the basis for specifications and developmental work, already in 2006/2007.
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ANNEX B1 – Organization proposing the candidature

Candidature for Specialist Task Force PF2 (ETSI/HF) on Enabling and Improving the Use of Mobile e-Services (C.L.2366)

Please return to alberto.berrini@etsi.org, together with the CV of the candidate, before

31 January 2005
Candidatures must be proposed by ETSI Members (including Observers and Associate Members) or formally supported by ETSI Members.  If the candidate is selected, the contract will be made with the Organization proposing the candidature, as indicated in this Annex.  Contracts can be made only with registered Organizations and Companies, not with individuals.

Please replace the explanatory text with the actual information.

Organization proposing the candidature: 

ETSI Member: yes 
registered membership name - Click here to see the list of ETSI Members
ETSI Member: no
Company Name (and please complete Annex B2)

Person proposing the candidature: 
Role:

e-mail: (mandatory)

The person in the Organization who is responsible to authorize the secondment of the candidate to ETSI if he/she is selected.

Candidate: Title, First name, Last name
e-mail: (mandatory)

Nationality / Passport: (information required for work permit procedure)

Expected availability for the duration of this project (see ToR):
Indicate the availability of the candidate with respect to the requirements in the ToR, e.g. number of days/months that can be offered, percentage of time, availability to work in sessions, over continuous periods or both, unavailability periods.

Specific experience in relation with this project: 

Provide information to assess the qualification of the candidate with regard to the specific requirements of the project.  In addition to the CV, this element will play an essential role for the pre-selection of the candidates to invite to the Preparatory Meeting.

Experience in standardization areas related to this project: 

Indicate the candidate’s standardization experience in ETSI and/or other organizations and, in particular, if he/she is actively involved in the work of the reference TB for this STF, its WGs or other related bodies.

Motivation to participate in the project
Indicate the interest of your Organization to be involved in the STF work.

Remarks: 

Provide here any additional information to assess the qualification of the Candidate for this project or any special requirement of the Organization with respect to STF normal working methods.

ANNEX B2 – Nomination from ETSI Member 
(required if the Organization proposing the candidature is not an ETSI Member)

Support of Candidature for Specialist Task Force PF2 (ETSI/HF) on Enabling and Improving the Use of Mobile e-Services (C.L.2366)

Please return to alberto.berrini@etsi.org, before 31 January 2005
Note: STF experts are seconded preferably by ETSI Member companies (including Observers and Associate Members).  Experts formally supported by Members may be recruited if a suitable candidate from a Member is not available.  ETSI will make the contract directly with the Organization seconding the expert, as in Annex B1.  The Member supporting the candidature takes the moral responsibility that the competence of the candidate is suitable for the success of the project.

Please replace the explanatory text with the actual information.

ETSI Member supporting the candidature: Click here to see the list of ETSI Members

 registered membership name - 
Person supporting this application*: 
Role:
e-mail: (mandatory)

* If not the Official contact, the ETSI Secretariat will inform the Official contact of the Member

Candidate: Title, First name, Last name

Reasons for supporting the candidature:
Indicate the motivation of the Member to contribute to this standardization area and provide elements of your assessment of the qualification of the candidate.

Activities performed by the Candidate in relation with the Member: 

Indicate the activities performed by the candidate or his/her Company in co-operation with or on behalf of the Member, the period of time and the nature of the relationship (employee, sub-contractor, partner, etc.).

Remarks:

Provide here any additional information.

� eEurope 2005: An information society for all,  An Action Plan to be presented in view of the Sevilla European Council, 21/22 June 2002 http://europa.eu.int/information_society/eeurope/news_library/documents/eeurope2005/eeurope2005_en.pdf






