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ETSI TECHNICAL PROPOSAL

 Extending eInclusion for Public Internet Access Points (PIAPs)

1
Rationale

1.1
Relevance to eEurope 2005 and social significance

The eEurope initiative set out in Lisbon in 2000 sets goals among others to support eGovernment and to provide online health care. The Council Resolution of the 25th March 2002 has an objective to integrate everyone, particularly people with disabilities and older people into the information society as expressed in the eEurope 2002 Action Plan. None of these objectives can be fully met unless PIAPs can be provided in a form accessible to all users including elderly and disabled people.

The provision of PIAPs in accordance with the guidelines developed by this proposed work will support eGovernment and the provision of online health care and also give all citizens, irrespective of age, disability or cultural background easy access to PIAPs. Buyers of PIAPs, most notably public authorities, will be able to use the guidelines as a basis for requirements written into public procurement agreements for the purchase of PIAPs.
This initiative strongly supports the eEurope 2005 objective "to give everyone the opportunity to participate in the global information society" (COM(2002) 263 "eEurope 2005: An information society for all") which includes easy access to Public Internet Access Points (PIAPs), preferably with broadband connections, in their communes/municipalities. Council Resolution 2003/C 48/02 agreed to the benchmarking of the percentage of individuals with access to the Internet by PIAP, etc.

For economic, availability and cultural reasons, many people will not have access to their own facilities for accessing eGovernment, eLearning, eHealth and eBusiness services. For these people, and for any person currently remote from their own means of access, Public Internet Access Points (PIAPs) will be one of the few methods that allow people to make use of such services (the number of PIAPS per 1000 inhabitants was an eEurope 2000 Action Plan benchmarking indicator). 

The ability of all users to make effective use of PIAPs will be one of the most important factors that determines how successful PIAPs will be in extending eInclusion to ensure that the highest number of users are able to use and do make use of eGovernment, eLearning, eHealth and eBusiness services. Whilst there is already widespread provision throughout Europe of Public Internet Access Points (PIAPs), most do not offer ease of access to disabled and elderly users. The wide provision of PIAPs cannot be properly effective unless they are readily accessible to elderly and disabled people.
Studies on the usage and perception of PIAPs have identified their potential usefulness. They have also identified some barriers to the use of PIAPs. Lack of awareness of the benefits of using the Internet to access services has been identified as one of the barriers. The means to address this problem lie outside the scope of standards and relate to initiatives such as increasing public awareness of the benefits of Internet use and studies to determine that the services being offered are relevant to the needs of the people using PIAPs. However, there are a number of areas where standards and guidelines may be the most effective way of enhancing the usage and usefulness of PIAPs.

Those aspects of access to PIAPs that could be improved by following suitable guidelines can be categorised into two broad categories: physical access and ease of use. Physical access further subdivides into categories such as:

· access to and comfortable usage of the PIAP terminal - including wheelchair access;

· access to the various controls and input/output devices - including use by blind or partially sighted users.

There are very many ease of use aspects which include:

· minimum up-front effort to start usage - e.g. PIAPs that are ready for use with some service options already visible;

· simplified service log-in - e.g. for services that need to clearly identify the user, the means of login should be secure but easy to use and should consider the usage of different methods such as Smart Cards and biometrics;

· accessibility support solutions - e.g. provision of or support for enhanced accessibility software and/or devices. 

The "Evaluation of the Public Internet Access Point Initiative" study undertaken for the Scottish Executive (found at http://www.scotland.gov.uk/library5/finance/epiapi-00.asp on 10th May 2005) made many recommendations that are directly addressable by standards and guidelines. These include the following statements:

· Environment

· "Any future programme should set out minimum requirements for the location and general environment of the access point including issues of space, visibility and accessibility."

· "The Executive should develop a good practice guide to provide hosts with advice on where to locate their access points and how best to set it up."

· Support

· "The Executive should consider having a minimum requirement for some basic support for users."

· Getting started

· "The Executive should consider using software which provides a quicker and more straightforward start-up process. Many users and hosts experience problems in trying to log onto the service."

The proposed work seeks to establish and set out guidance that should be followed to make PIAPs more readily accessible to all users. Unless such guidance is followed, many citizens could be excluded from the opportunities to effectively use PIAPs because of factors such as disability, age or cultural background. This exclusion could come from people believing that there would be no way that they could make use of a PIAP, and never trying to use one, or from people attempting to use a PIAP and suffering the embarrassment and frustration in not being able to use it effectively.
A key aim of the proposed work is to ensure that the benefits from existing and future investment in PIAPs is able to offer benefits to the widest range of users making use of the widest range of services. The achievement of this aim should be significantly furthered by the guidance about the design, installation and usage of PIAPs, that is the proposed output of this work. The social benefits claims in the objectives of eEurope 2005 can only be fully realised if the recommendations developed by this initiative are implemented.
1.2
The role of standardisation

Manufacturers and installers of PIAPs will need comprehensive guidance to enable them to offer the fully accessible equipment and environments required to deliver public online services in an effective way to all potential PIAP users. In an open market for equipment provision and installation, standardisation bodies represent the only likely source of effective and commercially neutral guidelines and subsequent standards. Given its previous relevant experience and the willingness of its Human Factors committee to reference and make use of standards solutions from other standards bodies, ETSI appears to be well placed to provide the necessary guidelines.

1.3
Taking previous results into consideration

ETSI and the ITU-T have, in the past, produced guidance on the design and installation of public payphones. This work covered equipment design, operational procedures and the installation environment. Much of this should, with adaptation, be very relevant to PIAPs. Guidance and standards related to bank ATM machines produced by CEN could also provide useful input to the work on PIAPs. 
Within ETSI there has been a significant body of eEurope funded activity about three areas that are closely related to the effective delivery of online services via PIAPs:

· Multicultural issues in the provision of information and communication services - which addresses a number of language and other cultural issues related to service delivery to the most diverse group of potential users. This work being done in ETSI STF 287 has just commenced;

· User profile management - within ETSI a significant body of eEurope funded activity about the delivery of personalized services to users has taken place and is currently being finalised. This work recognises the fact that it is not possible for services to be delivered in an appropriate way to service users unless the service knows what the user requires. The service can only know this if it is able to make use of information that is stored in that user's user profile. The work in ETSI STF 265 describes ways in which the creation and use of user profiles can be managed.

· Universal Communications Identifier (UCI) - The work on UCI (see base documents in section 6) shows how information and communications services can be delivered to users based upon their individual requirements and abilities. Application of the results of this work would also be a great enabler to more effective multicultural communication.

The principle standards documents relevant to this work are listed in section 6, "Base and reference documents". The proposed work will show ways in which these existing standards and guidelines, together with other relevant documents, can be used to enable effective use of PIAPs by every potential user irrespective of their situation or abilities.

As well as showing how existing standards can be more effectively implemented, the work will identify where new standards and amendments to existing standards may be required.

1.4
Consequences if not agreed

PIAPs should enable eGovernment services and online health care to be made available to a wider range of EU citizens. However, with insufficient attention paid to the accessibility issues of the design of PIAPs, many of the citizens who may have the greatest need for PIAP delivered services (e.g. older people and people with disabilities) may be unable to make use of them. At present those procuring PIAPs (e.g. public authorities) do not have access to a single source of "Design for All" guidelines that can be used to ensure that procurement contracts specify the necessary features and capabilities to ensure fully accessible PIAPs.  
There is a risk that the benchmarks required by Council Resolution 2003/C 48/02 relating to the percentage of individuals with access to the Internet will not be met, or will not achieve values as high as they could be, if inattention to accessibility issues prevents significant numbers of European citizens from using services delivered from PIAPs. The provision of a suitable guidelines and standards should assist in meeting or exceeding the benchmarks.
Previous EC/EFTA financial contribution to the ETSI work on user profiles, multicultural issues in the provision of information and communication services and UCI has developed a range of very beneficial guidelines for easy access to and use of online services. There is a danger that, without this proposed work, the opportunities to broaden the effective use of PIAPs by applying the new guidelines developed in the proposed study in an integrated way with these previous guidelines, to maximise their benefits, will be missed. 
If steps are not taken to address the accessibility aspects of PIAPs, the ability to fully deliver the e‑Inclusion aspects of eEurope will be reduced. Groups who currently experience barriers to the use of PIAPs (elderly and disabled people and people unfamiliar with the language or culture of the country they are visiting or living in) will remain in this excluded state unless existing and emerging guidelines identified by this study are implemented as soon as possible.
2
Purpose and objectives

This project has the following objectives to develop:

· an ETSI Technical Specification (TS) detailing the technical requirements for how PIAPs can be provided in an effective way by following a "Design for All" approach that ensures that they will be accessible to  people irrespective of age, disability, language, or culture. 
This TS would contain at least the following elements:

o
an analysis to identify the degree to which existing standards and guidelines on the design of public terminals and their operating procedures apply to PIAPs. In particular  ETSI  and  ITU-T standards, recommendations and guidelines on public payphones and CEN standards related to public banking terminals  will be analysed;

o
specific new normative requirements and guidelines that address accessible usage of PIAPs will be identified and proposals made about whether updates to existing standardisation documents are appropriate or whether new documents should be produced. The aim of the new guidelines will be to reflect a "Design for All" approach rather than to add new disability specific guidelines;

.

· proposals for new or revised European and international guidelines and standards (e.g. for smart cards, user identification (UCI), user profile management, handling of language and cultural differences) that, if implemented, will enhance the accessible availability of services from PIAPs; 

· proposals on how  PIAP design can be enhanced through the use of guidelines, recommendations and standards to ensure that these PIAPs are easily accessible to the maximum range of potential users.  
3
Scope of work

The work item reference in the ETSI Work Programme for this action is DTS/HF-00075: “Human Factors (HF); Public Internet Access Points (PIAPs)”.

The scope of the project is to establish and set out guidance that should be followed, by the designers and deployers of PIAPs. A "Design for All" approach will be followed to ensure that, PIAPs will be more readily accessible to all people including elderly or disabled users and users from a range of cultural backgrounds. 

The ETSI TS that results from the work will set out the best means to achieve physical accessibility to terminals and describe ways to make them more easily usable by elderly people and those with disabilities of all kinds.
The target of this proposal is to ensure that future installations of PIAPs (and revisions of existing installations) will be accessible to the widest range of users by removing barriers that many users currently experience.
In the course of the work, the following issues will be covered:
· The identification of the widest possible range of standards, recommendations and guidelines that, if followed, would immediately provide useful guidance to reduce barriers to the use of PIAPs.
· Consultation will take place with groups representing elderly and disabled users of PIAPs, organisations deploying PIAPs (especially public authorities), PIAP manufacturers.
· Investigate what additional requirements need to be satisfied in order to maximise PIAP accessibility.

· Determine whether these additional requirements can be incorporated as changes or extensions to the standards identified above. Initial consultations will take place with the bodies responsible for the standards to initiate a process of realising any changes or extensions that are identified. This consultation may be direct where appropriate, or via ETSI member companies who are active within these bodies where this is more appropriate.

The proposed Specialist Task Force (STF) will deliver an ETSI TS that identifies approaches to enhancing eInclusion in the provision and use of PIAPs. The ETSI TS will:

· build upon previous eEurope funded work undertaken within ETSI that is developing or has developed a comprehensive set of requirements for UCI, for User Profile Management and for the multicultural aspects of the provision of communication and information services;

· review and assess the extent that existing standards, recommendations and guidelines (especially from ETSI, the ITU-T and CEN) can be used to enhance accessibility for users of PIAPs;

· propose new normative requirements, guidelines as well as updates to existing standards, recommendations and guidelines to support greater eInclusion for PIAPs;

· identify the need for and content of new standards, specifications and guidelines that need to be developed.
The results of the work will be disseminated to organisations representing elderly and disabled users of PIAPs, PIAP manufacturers and PIAP providers (especially to public authorities across Europe) to ensure the best possible delivery of standards to the European and global PIAP community.

4
Work plan

4.1 Detailed task description 

The technical content will be developed though consultation, visits to appropriate organizations and desk based research of the relevant literature. Work will include the following eight tasks:

Task 1: Establish STF project 

Recruit and establish STF: technical experts will be recruited following the ETSI procedures to participate in the STF and the allocation of resources and tasks will be agreed. 

Task 2: Start-up activities

The technical work of the project will be initiated at the first meeting/session of the STF along with the development and agreement of a plan to provide the delivery required from this STF by this proposal.

Task 3
Consultation (Continuous)

A specific contact list (“Reference Group”) will be created and maintained so that interested parties can register their willingness to receive information on the activity and notification of new drafts to comment upon. Regular contact will be maintained with interested stakeholders such as the manufacturers of PIAPs and bodies that have provided a number of PIAPs for use (e.g. many public authority organisations). 
In addition, consultation with bodies representing elderly people and people with disabilities will occur to learn from them what current accessibility issues with PIAPs already occur and to identify whether proposals for addressing these issues are likely to meet the needs of the people these groups represent. This is to be a proactive aspect approach and the STF will be contacting a number of potential stakeholders directly to invite them to take part in the activity. 

Task 4
Research 

Research and gather references in relevant domains relating to the issues of the manufacture, provision and usage of PIAPs.

. 

Task 5
Contact with current PIAP providers 

The STF will make contact with a sample of the current providers of PIAPs in order to determine the practical operational issues that occur and that may inhibit PIAP usage, especially by those least able to compensate for defects in the way that the PIAPs are provided.

Task 6
Prepare table of contents

Prepare a table of contents and scope as the base architecture for the ETSI TS for approval by TC HF.

Task 7
Analysis

Analyse current PIAP manufacture and provision to determine the practicality of any intended mandatory requirements.

Task 8
Liaisons (Continuous)

The STF will liaise with current PIAP manufacturers and PIAP providers (this latter group is likely to include a number of public authorities) in order to ensure that the requirements set out in the standard are realistic and achievable so as to encourage a ready acceptance of the work of the STF within the community of manufacturers and PIAP providers. This liaison is vital to the outcome of the work as their input and willingness to buy in to the final specification will give extra impact to the final ETSI TS. It will also allow the liaisons that will be performed with those stakeholders representing the elderly and disabled to see the development of the specification in relation to requirements from all parties.
During the liaison process, efforts will be made to ensure that the potential buyers of PIAPs (notably public authorities) are made aware of the progress of the work. It is expected that the specific liaison contacts referred to above will be able to assist the STF in exploiting available communication channels within their sector to ensure that the work of the STF is disseminated as efficiently as possible to key sectors such as public authorities who may wish to purchase PIAPs and offer PIAP delivered services.

Ongoing liaison with organisations representing elderly and disabled people will also continue throughout the lifetime of the STF to ensure that they are aware of what is happening and in order that they can consult within their organisations. This should ensure that the STF is kept informed of any new issues that these groups encounter with PIAPs and also ensure that the membership of these groups have an opportunity to comment on draft guideline proposals as they are being drafted. 
Task 9
The first draft

Prepare a first draft version of the ETSI TS for a formal initial review and approval by ETSI TC HF.

Task 10
Interim Report

Prepare an Interim Report to EC/EFTA on the progress of the work. This will also provide the latest available draft of the ETSI TS at this stage as well a detail of the resource usage and any required external audit certificate. 

Task 11
The ETSI TS
After a number of iterations of the draft following consultations (mainly web-based), the STF will prepare the final draft version of the ETSI TS.

Task 12
Conclusions and Final Reporting

Submit the final draft version of the ETSI TS to TC HF for approval and update it to take account of any further comments before sending it to the ETSI Secretariat for publication. The STF will also prepare the basis for the Final Report to EC/EFTA. The final version of the ETSI TS will be provided with the Final Report along with the necessary elements such as performance indicators (including an impact assessment) and full details of the real costs employed (plus any required audit certificate).  

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

The work of the STF will be monitored by establishing a steering group. It is proposed that this group meets three times during the project to discuss progress and makes, if it seems necessary, proposals to improve the work (this can cause misunderstandings - which the STF should take into account). However, ultimately the STF will be reporting to the Human Factors technical body (TC HF).

4.2 Workflow, milestones and deliverables

It is assumed that the project will start during March 2006 and will end after the Final Report in December 2007 (duration of 22 months), with document publication (ETSI TS) in the autumn of 2007. To allow for progress approval by ETSI TC HF, dates that correspond to probable HF meetings have been chosen for major milestones (however, should this alter then approval by correspondence will be used). This has resulted in the following approximate dates (although still provisional):

The STF will produce the following deliverable: 

ETSI Technical Specification (TS):  “Human Factors (HF); Public Internet Access Points (PIAPs)”.
The proposed milestones and the duration of the project tasks are shown below:

The project starts in March 2006 and will end in December 2007. The following dates apply:

1. Start of the work



05-02-2007
2. ToC & Scope ETSI Technical Specification
18-05-2007
3. Initial Draft ETSI Technical Specification (TS)
09-09-2007
4. Interim report to European Commission

28-09-2007
5. Stable Draft ETSI TS



31-12-2007
6. Final Draft ETSI TS



23-05-2008
7. HF Approval of ETSI TS



20-06-2008
8. Publication of ETSI TS



31-07-2008
9. Final report to European Commission 

19-12-2008
Detailed task schedule

Task 1
Establish STF project team

January 2007
Task 2
Start-up activities

February 2007
Task 3
Consultations (Continuous)

February 2007 - June 2008
Task 4
Research 

February - May 2007
Task 5
Contact with current PIAP providers

February 2007 - June 2008
Task 6
Prepare table of contents

February 2007 - May 2007
Task 7
Analysis

July 2007 - May 2008
Task 8
Liaisons and dissemination

February 2007 - December 2008
Task 9
The first draft

February 2007 - September 2007
Task 10
Interim Report

September 2007
Task 11
Technical Specification (HF approval)
September 2007 - June 2008
Task 12
Conclusions and final report plus audit
December 2008 
The deliverables to the EC/EFTA are provided in the form of an Interim and Final Report. The Interim Report will be provided to the ETSI Secretariat by 7 September 2007, to be delivered to EC/EFTA before 28 September 2007 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 draft of the available ETSI TS at that time will be provided with the report. It will also provide details of the resource usage and any audit certificate as required.
The Final Report will be provided by the STF Leader to the ETSI Secretariat by mid-November 2008, to be delivered to EC/EFTA before 19 December 2008 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 version of the ETSI TS for information. Information will also be provided related to the Performance Indicators described in this proposals and an analysis of the benchmarks. An independent audit certificate will also be provided.
The Technical Specifications (DTS-HF/00075) is to be approved for publication by HF#46 (16-20 June 2008)
4.3 Total Resources required

The total cost of the proposed action is 190 600 EUR.

The total resource requested from the EC/EFTA for this action is 133 000 EUR (69,78%), split as 200 working days (120 000 EUR) and 13 000 EUR for travels and stakeholder consultation. 

In kind contributions will make up the remaining 30,22% of the total action costs (details in section 4.5).
4.4
Travel Plan

The total estimated travel budget is 13 000 EUR, split as follows:

· Reporting by the STF Leader to four TC Human Factors Plenary meetings. 

· Input collection, liaison activities and result dissemination, including interviews with individual specialists and relevant companies and attendance of meetings of other ETSI Technical Bodies and to other relevant standards bodies (e.g. CEN, ITU-T and ISO) where e-mail dialogue with these bodies proves insufficient.
· In particular, the STF experts should attend the following events:

· Mobile HCI Conference (Singapore)
· Cultural Diversity Steering Group meeting (Stockholm, March 2007)
The list is not exhaustive, the requirement to attend additional meetings will be identified following  the stakeholders consultation.
4.5
In-kind contribution
It will be necessary for ETSI members to make people available for input collection and consultations in this area. It will also be necessary for ETSI members to review the documentation produced and provide expert guidance.

ETSI TC Human Factors will be the Steering Group for this work. TC Human Factors will be requested to provide guidance, comments and feedback at least four times. It is anticipated that a total of 96 man-days (57 600 EUR) of in-kind contributions will be provided through participation at meetings and necessary preparation and review following the guidelines agreed for the calculation of in kind contributions.

The total voluntary contributions specified above, provided by individuals and organizations directly participating in and/or contributing to this STF work is 57 600 EUR (30,22% of the total action costs).
4.6
Related activity in other bodies and other interested ETSI TBs

Historically, both the ITU-T and ETSI Human Factors have carried out work to produce guidelines for public payphones. These bodies continue to address a wide range of human factors issues, many of which relate to public terminals. For its current "Study Period", ITU-T Study Group 2 - Question 3/2 "Human Factors related issues for improvement of the quality of life through international telecommunications" will be looking again at the issues of today's public information and communication terminals (as outlined in section 5).

In addition, several groups in CEN and ISO make recommendations relevant to public banking terminals. Some of the work of these bodies (notably issues related to smart cards) may also prove to be very relevant to work on PIAPs.

Liaisons within relevant groups within CEN and ISO as well as with ITU-T SG2 will be established during the lifetime of the STF.
4.7
Detailed work plan and schedule

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

Start of the work: February 2007
Contractual Milestone A: First Progress Report to TC HF#42: February 2007

· 
· Progress Report #1 approved by TC HF#42. 19-23 February 2007
Contractual Milestone B: Table of Contents and Scope of TS drafted: June 2007
· Progress Report #2 approved by TC HF#43 11-15 June 2007;

· Table of Contents and Scope of the ETSI Guide drafted;

· Indicators of tasks 1 to 6 having been started;

· 
Contractual Milestone C: Initial Draft TS and Interim report to EC/EFTA: September 2007

· Progress Report #3 approved by TC HF#44 24-28 September 2007;

· Indicators of progress of tasks 1 to 6 and of Task 5 being started 
· Initial draft ETSI TS presented to HF#44 and Interim EC/EFTA Progress Report to be provided to the to the ETSI Secretariat by 7 September 2007, and to be approved by EC/EFTA.

· 
· 

· 
· 
Contractual Milestone D: Stable draft TS: February 2008
· 
· Progress report #4 approved by TC HF#45 4-8 February 2008, 
· Stable draft TS presented to HF#45

· 
· 
· 
Contractual Milestone E: TC HF Approval of ETSI TS: 20 June 2008 
· The Final Draft of the ETSI TS must have been submitted to the ETSI server for approval at the HF #46 Plenary 16-20 June 2008, two weeks before the meeting (thereby completing task 11);

· 
· 
· 
· 
· 

· 
· 
· 
Contractual Milestone F: Publication of DTS-HF/00075 and Final Report to EC/EFTA
· All tasks must be concluded;

· The Final EC/EFTA Report must be submitted to ETSI before mid-November 2008 (for submission to the EC before 19 December 2008), together with the published ETSI TS, covering the committed objectives;

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

· Analysis of performance indicators to be provided;

· All tasks must have been concluded.

5
Relation to other work

Over many decades there have been standardisation initiatives from ETSI, the ITU-T and other bodies to provide guidance on operational procedures and the installation environment of public payphones. As PIAPs are the next generation evolution of the public payphone, many of these recommendations may be applicable to accessible usage of PIAPs. All of this previous work will be taken into account in the progression this current package of work.

In their proposal for their 2005-2008 Study Period, ITU-T Study Group 2 - Question 3/2 "Human Factors related issues for improvement of the quality of life through international telecommunications" has identified the following questions among their priorities for study:

· What Recommendations are needed to harmonize operating procedures for voice and non-voice public terminals?

· What enhancements or new Recommendations need to be developed to eliminate, or at least minimize, the difficulties that older people and people with disabilities often face when using publicly accessed services, through public or private terminals?

As the timescale of the work of the STF will be much shorter than that of the ITU-T Study Group 2 work, the STF will seek to influence the direction of their work by making them aware of draft and final version of the results of the STF and by formal liaison between the ETSI Human Factors Committee and their group. This approach has been successful in the past in influencing ITU-T recommendations to align with previously published ETSI work (most recently on getting a common agreement for the position of the notch on a smart card to aid blind users to identify the correct orientation of their card before inserting it in a payphone).

Some other related activities are listed below:

· eEurope funded work on User Profile Management being undertaken by ETSI STF 265

· eEurope funded work being done in ETSI STF 287 on multicultural issues in communication and information access. 
· previous eEurope funded work on a Universal Communications Identifier (UCI) that could allow users of PIAPs to be accurately identified and allow the PIAP and services to gain selective access to information on the users' personal needs and preferences to help deliver them a successful PIAP session.

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 provided:

ETSI
· ETR 165 on recommendations for a tactile identifier on machine readable cards for telecommunications terminals.

· ETR 167 on User instruction for public telecommunication services: design guidelines.

· ETS 138 on Public terminals for the elderly.

· ETS 300 767 on Telephone prepayment cards: Tactile identifier.

· TC-TR 007 on Human Factors (HF); User requirements of enhanced terminals for public use. 

· EG 202 067 on “Universal Communication Identifier (UCI); System framework”. 

· EG 202 049 on “Universal Communication Identifier (UCI); Guidelines on the usability of UCI based systems”.
· EG 202 301 on “Universal Communications Identifier (UCI); Using UCI to enhance communications for disabled, young and elderly people".
· Pluke, M, et al. (1993). "Bringing benefits to the disadvantaged by providing flexibility for all", 20th Symposium on Human Factors in Telecommunications, HFT03, Berlin.
· Pluke, M. (1994). "ETSI's Universal Communications Identifier (UCI) - from its origins to its diverse benefits", Telektronikk, 1.2004.

ITU-T
· ITU - T Recommendation E.118 on "Automatic international telephone credit cards".

· ITU - T Recommendation E.133 on "Operating procedures for cardphones".

· ITU - T Recommendation E.134 on "Human factors aspects of public terminals: Generic operating procedures."

· ITU - T Recommendation E.135 on "Human factors aspects of public telecommunications terminals for people with disabilities."

· ITU - T Recommendation E.136 (1997) on "Tactile identifier on pre-paid telephone cards".

CEN

· CEN ISSS CWA 13987-1 Smart Card Systems - Interoperable citizen services - User related information (based on DISTINCT) - Part 1: Definition of User related information.

· CEN ISSS CWA 13987-1 Smart Card Systems - Interoperable citizen services - User related information (based on DISTINCT) - Part 2: Implementation Guidelines.

· CEN ISSS CWA 14147 (8 parts) Financial transactional IC card reader (FINREAD).

· EN 614: Safety of Machinery: Ergonomic Design Principles: Part 1: Terminology and General Principles.

· EN 726: Requirements for IC cards and terminals for telecommunications use.

· EN 894: Ergonomics of human-system interaction.

· EN 1332: Machine readable cards, related device interfaces and operations.

·     Part 1 Design principles and symbols for the user interface.

·     Part 2 Dimension and location of tactile identifier for ID-1 cards. 

·     Part 3 Keypads. 

·     Part 4 Coding of user requirements for people with special needs. 

· EN 29241:

·      Part 4 Keyboard requirements.

·     Part 11 Usability statements. 

· Guide 6 (2002) Guidelines for standards developers to address the needs of older persons and persons with disabilities. Equivalent to ISO/IEC Guide 71.
ISO/IEC
· ISO/IEC 10536 on "Identification cards: Contactless integrated circuit cards."
· ISO/IEC Guide71 on "Guidelines for standards developers to address the needs of older persons with disabilities."
· ISO/TR 9527 on "Building construction - needs of disabled people in buildings - design guidelines."
W3C

· Web Accessibility Initiative (WAI) - Guidelines, checklists and techniques
      .- as listed at:  http://www.w3.org/WAI/Resources/#gl

Other
· Norges Standardiserings Forbund  NS 3937 on "Functional measurements for use of wheelchairs."
· Canadian Standards Association B65.1.1-01 on "Barrier-free design for Automated Banking Machines".

· Canadian Standards Association B480-02 on "Customer Service for People with Disabilities"

· Canadian Standards Association B651-95 on "Barrier-free design".
7
Expertise required

The work will be most effectively delivered through a team of 3 to 4 people. The people chosen will, between them need to have knowledge and experience about a wide range of topics relevant to the work content.  These topics include, but are not limited to:
· familiarity with ETSI and ITU-T work on public payphones and telecommunications payment cards;

· familiarity with other work or practical experience related to the usability and operating procedures of other public terminals (e.g. bank ATM machines;

· familiarity with other work or practical experience of accessibility issues related to people with special needs;
· familiarity with standards and operational aspects of the use of Smart Cards to identify users and provide user profile data to terminals/services;

· familiarity with the wide range of ETSI guidelines related to User Profile Management;

· familiarity with the wide range of ETSI UCI requirements and guidelines;


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:

The work will be effective if it is able to provide the manufacturers and providers of PIAPs with standards, recommendations and guidelines that help them to enhance eInclusion by increasing the range of people who are able to effectively access services from PIAPs. One measure of this effectiveness will be the number of normative requirements and guidelines that the work can provide – whether they come from existing documents, are revisions of requirements and guidelines in existing documents or whether they are newly developed by this STF. In particular, this will include the identification of previous eEurope funded standards and guidelines that would, where used, enhance eInclusion in the use of PIAPs.

Proposed benchmarks
· Show that there are already more than 10 existing standards, recommendations or guidelines that, when revised as proposed in this work, have relevance to enhancing the eInclusion of accessing services from a range of different types of PIAPs.

· Show how appropriate use of the results from at least 3 areas of eEurope funded standardisation activity can enhance eInclusion in PIAP usage.

· 80% of the tasks and other milestone-related schedule on time (less than 5 days after the planned dates).

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). The stakeholders that will be of most relevance to this activity are the manufacturers and providers of PIAPs. Standards bodies responsible for producing and maintaining standards, recommendations and guidelines of relevance to PIAPs are also key stakeholders. Details of the associations and fora representing elderly and disabled people will also be provided. 
The effectiveness of this stakeholder engagement will be measured by the participation of these bodies in meetings with those carrying out the proposed work and in the satisfaction with the approach taken in progressing the work.
Proposed benchmarks
· Representatives of all of the categories of stakeholders outlined above being actively involved in discussing and reviewing the work being undertaken.

· People acting on behalf of the STF, actively contributing to the work through various available channels.

· 6 meetings outside of ETSI Human Factors attended for requirements and input collection from various sources.

Dissemination of results:

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

Proposed benchmarks
· 3 contributions made to appropriate standards bodies identifying the issues identified by the STF.

· At least two press releases on the work, detailing the achievement of important results and milestones.

Impact:

Efforts will be made to provide information on the satisfaction of the stakeholders with the work activity. This also includes comments received during the progress of the work, as indicated above. Comments on the impact of the final draft will not be possible as the STF will be closed at approximately the same time as the final deliverable is published.
In addition, acceptance of the need for revisions of these standards, recommendations and guidelines by the relevant standardisation bodies will also be a measure of the impact of the work.

Proposed benchmarks
· Feedback on the work from at the principle stakeholders identified in section 4 that the STF has taken an appropriate approach to the work.
· Feedback from standards bodies that have already produced standards, recommendations and guidelines relevant to PIAPs that these would benefit from enhancement in the ways indicated by the STF.
