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Terms of Reference for Specialist Task Force 300 (TC HF)
“Character repertoires, ordering and assignments to the 
12-key telephone keypad - European languages and languages used in Europe” (eAccessibility)
Based upon ETSI Technical Proposal to EC/EFTA v.1.1.1 of 31 May 2005
1
Rationale

1.1
Social significance

Devices with telecommunication functionality represent the largest consumer product segment in the world. Users must be provided with easy access to communication devices and services. Easy, correct and efficient text input, search and retrieval via the telephone keypad is a basic user requirement. Finding the characters necessary to enter a name in the phonebook, search for a name, write an SMS message or log on to a mobile Internet portal are most common, basic procedures. These cannot be easily performed in a correct and consistent way, as different manufacturers apply different character entry mapping and ordering. This varies sometimes even between devices and applications coming from the same manufacturer!

Europe has approximately 230 indigenous languages - worldwide there are close to 7 000. The largest number of languages presently supported by a specific telecommunications device or service is approaching 50. Cultural and linguistic diversity is one of the key strengths of Europe. However, in ICT, it raises issues that need to be considered and solved in order not to limit access to services, their availability and usability, on the basic as well as more advanced 

The draft EC Communication on e-Accessibility, F5/PB/pla D(2004) 535262, notes that “lack of accessibility to the new communication media is a major obstacle to be removed” and “around 60 % of the working population would benefit from accessible technologies”. The aim of the communication, as explained by Commissioner Reding, is to “…combating the digital divide, stimulating the quality of life and encouraging participation”. 

IP/03/131 Commission survey (Facts and figures on Europeans and services of general interest - a Eurobarometer survey carried out on the request of DG Health and Consumer Protection) shows users are satisfied with most essential services. However, mobile and fixed telecommunication services belong to the services with the highest overall percentage of consumers expressing dissatisfaction). It is believed that the lack of proper language support could constitute a reason.

1.2
The role of standardisation

In order to be able to provide a technology-agnostic, consistent and high-qualitative end user centric solution covering not only all official EU languages but also minority languages and other languages used in Europe, applicable to a variety of terminals with a 12-key keypad, a Specialist Task Force should be established to perform the work.

The previously developed ETSI Standard covering all official EU languages (ES 202 130) has received strong commitment and support from most manufacturers of mobile terminals. Therefore, there is a very fair chance to quickly deploy such an extended standard in product implementations, leading to harmonized access and an improved user experience for many consumers.

The availability of and easy access to all characters used in European languages is considered necessary, in order to enable proper access and cover most basic user needs in the enlarged EU, with regard to our cultural diversity. This benefits not only the consumer but also the society and its’ cultural diversity, taking a step forward towards the achievement of the goals set by the European Commission in the eEurope 2005 Action Plan and other, above mentioned documents.

1.3
Taking previous results into consideration

The previously developed ETSI Standard covering all official EU languages (ES 202 130) has received strong commitment and support from most manufacturers of mobile terminals. Therefore, there is a very fair chance to quickly deploy such an extended standard in product implementations, leading to harmonized access and an improved user experience for many consumers.

In addition, the present work takes into account work previously performed in ETSI, ITU-T, CEN and ISO/IEC, adapting its results to be optimised for devices and services used and accessed through the 12-key telephone keypad, thereby focusing on telecommunication devices.

1.4
Relevance to eEurope 2005

The “eEurope 2005 Action Plan: An update (SEC(2004) 607 and 608” stresses “…a concern about e-inclusion and digital divide issues”. Furthermore, it notes “consensus on the need for further action, notably in the light of enlargement and the increasing socio-economic impact of ICT”. Specific practical actions should be reinforced and newly developed to address e-inclusion, for example guidelines on multiplatform approaches to increase access and to widen use of e-services…”.

Many public services are today offered, from France to Sweden, in non-European languages to minority groups of considerable size. The proposed work will enable the creation and use of interactive, properly accessible and more modern online public and private services, making use of the widespread availability of fixed and mobile broadband access and infrastructure.

Furthermore, it notes “consensus on the need for further action, notably in the light of enlargement and the increasing socio-economic impact of ICT... Specific practical actions should be reinforced and newly developed to address e-inclusion, for example guidelines on multiplatform approaches to increase access and to widen use of e-services, e.g. through …mobile platforms and wireless area networks. Implementation targets for European e-accessibility and usability standards (e.g. public procurement, Web Accessibility Initiative (WAI) guidelines, Design for All…”.

1.5
Consequences if not agreed

The availability of and easy access to all characters used in European languages is regarded as a necessity, in order to enable proper access and cover most basic user needs in the enlarged EU, with regard to our cultural diversity: text input and sorting. . This benefits not only the consumer but also the society and its’ cultural diversity, taking a step forward towards the achievement of the goals set by the European Commission in the eEurope 2005 Action Plan and other, above mentioned documents.
These work tasks cannot be completed within the framework of regular work items. The creation of a consistent solution, based upon consensus, requires time and travel outside the resources available.

The lack of handling these typically European problems will preserve and possibly further deepen barriers to communication access. Moreover, the uptake of new technologies in eEurope will be negatively influenced, due to the simple reason of inconsistent solutions for European languages and the limited possibility to user knowledge transfer between devices, applications and services.

2
Objectives

This activity has the following objectives:

· To develop an improved ETSI Standard, addressing and covering the needs and requirements of all users, regardless of cultural background and language skills.

· 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.

· To respond to the policy objectives set by the European Parliament and Council, aiming at an improved access for people with disabilities to the information society;

· To support the creation of an information society for all, as further described in the eEurope Action Plan;
Remark: for certain end users with special needs, the proposed work will proof helpful due to consistent implementations (same character always found in the same position).  For certain disabilities, e.g. in the case of temporary or permanent difficulties caused by cognitive problems or the lack of necessary level of proficiency in the respective language and other communication impairments such as: visual impairments, the inability to produce distinctive tactile stimuli or difficulties in handling, distinguishing and understanding textual information, the proposed work is not expected to have any (positive or negative) impact. 

3
Scope of work
This activity will identify a common assignment and access solution for European characters, complementing ES 202 130, covering all official EU languages.

The main output will be a further version of ETSI Standard (ES) 202 130, or another ES accompanying ES 202 130, addressing major minority languages, some official European languages and other non-European languages used by a considerable number of ICT users in Europe. This, together with ES 202 130, might later form the basis for a European Norm.
The ETSI work item related to this Technical Proposal is DES/HF-00082: “Human Factors (HF); User Interfaces; Character repertoires, ordering and assignments to the 12-key telephone keypad 

(European languages and languages used in Europe)” 

4
Work plan

4.1 Detailed task description 

ETSI will perform this work by the creation of an ETSI Specialist Task Force (STF) reporting to the ETSI Human Factors Technical Committee (TC HF), in compliance with the ETSI procedures.

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

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

· The STF will be recruited, consisting of technical experts with skills and experience strictly corresponding to the requirements raised in section 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 in section 7 of the present Technical Proposal. 

· 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 finalized.  

· Web pages will be created and placed on the ETSI Portal with links to the eEurope standardisation web site, presenting the team, the objectives of the work 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 2: Establish and maintain liaisons (continuous)

There are several groups and organizations at national and international levels, interested in and influenced by the planned work. These include user associations, disability for a, industry, policy makers, device and application developers and service operators. 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 3: Identify and examine the current status of the application area in Europe; perform industry, user and standardization stakeholders’ requirement consultation re. the addressed languages and promote and disseminate work directions and results (continuous)

Identify the issues relevant to the ES development work.

Based on previous efforts such as user and use needs investigations, the previously applied approach and available practices, guidance and issues identified by user groups and representatives, consumer associations, industry expert representatives, standardization 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, industry players including manufacturers, network operators and service and application providers in and outside Europe. This will be performed through direct consultation, face-to-face meetings, workshops, presentations and other information and dissemination activities carried out by members of the proposed 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.
Task 4: Development of the ETSI Standard: 

The development of the proposed ETSI Standard will comprise the following activities:

1. Drafting of scope, structure and table of contents;

2. Development of a first draft, including the list of addressed languages;

3. Development of the standard and update of the drafts;

4. Consensus building and dissemination activities around the proposed standard;

5. Development of the stable draft version;

6. Final consensus building workshops and feedback collection activities;

7. Authoring of final draft standard;

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

9. Publication;

10. Result dissemination and promotion activities.

Task 5: Conclusions, recommendations and final reporting
Conclusions will be made on the basis of the results.
The work delivered by the STF will be an ETSI Standard and a Final Report to the EC and 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, the EC and EFTA, before the closure of the project.

4.2 Workflow and milestones

The ETSI proposal assumed that the project could start in November 2005.  The Special Agreement between the EC/EFTA and ETSI has been signed only in December 2005, so that the STF can only be started in February 2006:  
The following dates apply:
· Start of the work
February 2006
· ToC & Scope ETSI Standard
June 2006
· Initial Draft ETSI Standard
September 2006

· Interim Report to EC/EFTA
September 2006

· Stable Draft ETSI Standard
February 2007
· Final Draft ETSI Standard
28 May 2007
· HF Approval of ETSI Standard
15 June 2007
· Publication of ETSI Standard
21 September 2007 at the latest
· Final report to EC/EFTA
21 September 2007 at the latest
4.3 Work plan and schedules

The work can be started in February 2006 and will be ended after the publication of the ETSI Standard and the final dissemination and result promotion activities and final reporting, which must be achieved before 21 September 2007, in accordance with the urgency of the request expressed by the EC evaluators (as well as the stakeholders).

In order to enable for an optimal reporting work flow, the below milestone-related dates are synchronized with the provisional Plenary dates of ETSI TC Human Factors, the advisory steering and controlling body of the work. 
The following dates apply:

· 1. Start of the work: February 2006
· Tasks 1 and 4.1 initiated

· 2. First draft of Table of Content and Scope: HF#39 20-24 February 2006
· Progress Report #1 submitted directly to the meeting and approved by TC HF#39;

· First draft of Table of Content and Scope of the ETSI Standard;

· Indicators of task 1 having been carried out;

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

· 3. Draft Table of Content and Scope of ETSI Standard: HF#40 12-16 June 2006
· Progress Report #2 approved by TC HF #40;
· Draft of Table of Content and Scope of the ETSI Standard;
· Indicators of task 4.1 having been carried out;

· Tasks 2, 3 and 4.1- 4.4 must have been progressed in the committed direction. 

· 4. Initial Draft ETSI Standard: HF#41 18-22 September 2006
· Progress Report #3 approved by TC HF #41;
· Initial drafts of the ETSI Standard must be presented and discussed in detail in dedicated work sessions; 
· Tasks 2, 3 and 4.1- 4.7 must have been progressed considerably;

· 5. Interim Report to EC/EFTA: September 2006

· Further progressed draft ETSI Standard, updated for all input and guidance received from ETSI and other contributors and interested parties, will be provided to ETSI, for provision to the European Commission, together with an 

· Interim Progress Report, covering issues of work management, progress and resources according to plan.

· 6. Stable draft ETSI Standard: HF#42 19-23 February 2007

· Progress Report #4 approved by TC HF #42;

· A Final Draft of the ETSI Standard must have been submitted to the ETSI server for approval at the HF Plenary#42, one week before the meeting, thereby completing tasks 4.1- 4.7;

· 7. Final Draft ETSI Standard submitted to HF#43 for approval (28 May 2007 at the latest)
· A Final Draft of the ETSI Standard must have been submitted to the ETSI server for approval at the HF Plenary#43, two weeks before the meeting (28 May 2007 at the latest);
· Submission of Progress Report #5 to TC HF #43, referring of tasks 4.1- 4.7 completed;

· 8. HF Approval of ETSI Standard DES/HF-00082: HF#43 11-15 June 2007
· Approval of Progress Report #5 by TC HF #43; 
· Approval of ETSI Standard DES/HF-00082 for Members’ Vote
· All tasks, except task 3, 4.9 and 5, must be concluded;

· Task 4.9 must have been initiated: i.e. the ETSI Standard must be under editorial preparation for the ETSI Membership Voting Procedure (MVP)
· All tasks must be prepared for reporting and inclusion in the Final Report.
· 9. Publication of ETSI Standard and Final report to EC/EFTA: September 2007

· All tasks must be concluded;

· Final Report must be submitted to ETSI for submission to the EC/EFTA, together with the published ETSI Standard, covering the committed objectives;

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

4.4
Total resources required

The total action costs under this proposal equals 206 800 EUR.

The total EC/EFTA funding is 116 000 EUR (56,09% of the total action costs), split as follows:

· STF resources: 170 days at 600 EUR per day 102 000 EUR.
· Necessary travel mission expenses to report the progress of the work, to organise workshops and participate in dissemination and promotion events are estimated to 14 000 EUR. 
Other funding: ETSI contribution, considered as real costs due to the fact that they can be proven via the ETSI accounts and audit, will consist of 17 000 EUR (8,22% of the total action costs) through the provision of the necessary work environment and infrastructure (hosting costs), 85 days at 200 EUR/day:. ETSI will, in addition, contribute with coordination, contacts and meeting management services. 
73 800 EUR (35,69% of the total action cost) will be provided through ETSI members’, other experts’ and consumers’ active participation in the work of the STF (several already supporting the work item: ANEC, BT, Siemens and ITS already actively supporting the work item). 

4.5
Travel Plan

The total estimated travel budget is 14 000 EUR which will cover expenses of travel to report progress of the work, to coordinate the work with other bodies, to organise workshops and consensus building activities and participate in dissemination and promotion events, including:

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


· 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 chance 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 the ETSI Standard (judged through following their work, liaisons and meeting and work agendas). 

It is anticipated that five to nine missions will be performed during 2005- 2007 split as follows:

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

· ETSI User Group, Operations Coordination Group and possibly, TISPAN meetings;
· ANEC and DATSCG meetings;
· CEN/CENELEC meetings;
· National user associations and  consumer representatives in the EU, EFTA and EU Applicant member states;
· 3GPP meetings, GSM Association, W3C, ITU-T SG4, ISO/IEC JTC1/SC35, OMA and other meetings of relevance;

· Major industry events such as conferences and congresses, including:
· CeBIT, 3GSM Expos, Human Factors in Telecommunications Symposia, Mobile HCI, ACM Computer-Human Interaction (CHI) and others;

· 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 and meetings;

· Further events of relevance, identified at a later phase of the work (if travel funding is available and the work resource so allows).

4.6
Other costs (in-kind contribution)

In kind contributions amounting to 73 800 EUR will be provided through ETSI members’ participation in the work of the STF and other contributing experts, consumer associations and disability fora. 

Major manufacturers including Ericsson, Motorola, Nokia, Siemens and Sony Ericsson have actively participated in the previous work and are expected to continue so. National Standards Organisations have also made considerable active contributions through guidance provided, comments and other contributions. 
User and consumer organisations and interest groups of the EU minorities are expected to contribute to the work in a similar way to the strong Sami influence already expressed by the Nordic EU/EFTA countries.

The following estimates apply:
· Around 50 man-days of contributions received from lead experts in Human Factors through dedicated technical sessions, technical body meetings and other events (30 000 EUR),
· Consultation, consensus building and dissemination workshops and other activities, estimated to a minimum of 60 man-days (36 000 EUR), 

· Up to 13 man-days of contributions received through other consultation, input collection, work and result dissemination activities (7 800 EUR);

4.7
Related activities in other bodies and other interested ETSI TBs

The work of the STF will be closely co-ordinated with a number of organisations representing disabled, young and older users throughout Europe.

The work will include close liaison with 3GPP and the GSM Association, to ensure that all proposals are positioned and accepted by the mobile telephone industry.

ETSI TC HF will be responsible and provide the necessary guidance for this work. The ETSI User Group will be closely consulted. These 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 and EC Candidate member states, key 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.). 

5
Relation to other work

On-going other work in CEN TC 304, ANEC, GRAN, ISO/IEC and 3GPP will be carefully examined and, after the identification of the relevant activities, carefully coordinated with.

Best implementation practices of industry leaders such as Ericsson, Motorola, Nokia, Siemens, Sony Ericsson, Vodafone and others will be carefully examined and the proposed standard will take them into consideration, with regard to the present knowledge of users. In addition, National Standards Bodies will be consulted re: the need for support of minority languages in the respective countries.

The guidelines provided in EG 202 132, specifying design guidelines for generic mobile user interface elements for mobile terminals and services, will be applied.

The work will take note of any relevant Design for All recommendations contained in the guide EG 202 116 (resulting from an eInclusion project).

The previous eEurope funded work (ETSI STF 202), developing the above mentioned ES 202 130 established considerable relations with industrial, user and consumer-representative stakeholders. These contacts will be taken up and used again, in order to involve all necessary stakeholders into the work. 

6
Base and reference documents
The following is a non-exhaustive list of base and reference documents to be used.

[1]
ETSI ETS 300 640: "Human Factors (HF); Assignment of alphabetic letters to digits on standard telephone keypad arrays.

[2]
ETSI ES 201 930: "Human Factors (HF); Specification of user requirements for use in ETSI deliverables. 

[3]
ETSI EG 202 116: "Human Factors (HF); Guidelines for ICT products and services; "Design for All".

[4]
ITU-T Recommendation E.161 (02/01): "Arrangement of digits, letters and symbols on telephones and other devices that can be used for gaining access to a telephone network".

[5]
ETSI ETR 116: "Human Factors (HF); Human factors guidelines for ISDN Terminal equipment design "Human Factors (HF); Human factors guidelines for ISDN Terminal equipment design".

[6]
EEC Council: Regulation No 1 of 1958 determining the languages to be used by the European Economic Community; Treaty establishing the European Community (Official Journal 017 , 06/10/1958 p. 0385 - 0386, 31958, R0001, April 15, 1958) (http://europa.eu.int/smartapi/cgi/sga-doc?smartapi!celexapi!prod!CELEXnumdoc&lg=en&numdoc=31958R0001&model=guichett)

[7]
ETSI ETR 095: "Human Factors (HF); Guide for usability evaluations of telecommunications systems and services".

[8]
ISO/IEC 8859-5:1999: "Information technology - 8-bit single-byte coded graphic character sets - Part 5: Latin/Cyrillic alphabet".

[9]
ISO/IEC 6937:2001: "Information technology - Coded graphic character set for text communication - Latin alphabet".

[10]
ENV 13710:2001: "European Ordering Rules - Ordering of characters from the Latin, Greek and Cyrillic scripts". CEN, 2001 (same as CEN ENV 13710; December, 2000). 

[11]
ISO/IEC 8859-7: "Information technology - 8-bit single-byte coded graphic character sets - Part 7: Latin/Greek alphabet".

[12]
ISO/IEC 6429:1992: "Information technology – Control functions for coded character sets".

[13]
EU Convention documents for EU Enlargement; Athens, Greece, April, 2003.

7
Expertise required

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

· experienced in leading an ETSI STF; 

· experienced and successful in industrial consensus building in ETSI and other fora;

· familiar with the work and procedures of ETSI TBs and ETSI STFs, specifically those developing generic MMI standards;

· very familiar with ES 202 130, its approach, coverage, strengths and weaknesses;

· relevant user requirements;

· familiar with specific and generic user interface issues;

· familiar with present implementations and future plans for the entire range of end user terminals (DECT, GSM, UMTS, PBX, PSTN) of major equipment manufacturers on the high as well as the low level, including detailed knowledge in input and character handling;

· familiar with related formal and de-facto standards and conventions in the area;

· familiar with internationalisation issues.

8
Performance indicators

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

Effectiveness:

Details will be provided of the number of participants in the activities at all levels, including the stakeholder meetings and the Reference/Steering Group commenting on drafts throughout the lifetime of the development of the ETSI Technical Specification. 

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

Stakeholder engagement:

An analysis will be given of the balance of the stakeholder representation in the activity and the number of liaison activities performed (especially at the international level).

A workshop will be held to introduce the work to the mobile telephone industry.

Dissemination of results:

Information will be provided that records the number of actions performed to disseminate the output and efforts to further raise the awareness of the activity. This will include information on the hits made on the relevant web pages and downloads of drafts for comment.

Information will also be provided on the activities to downstream the work prior to publication. Up to 2 ETSI Press Releases will be produced over the course of this work to alert the wider community to important issues being raised and announcing the availability of the work.
Impact:

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