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Building User Needs into the Standards Process 
 
 

WORKSHOP AIM 
 
To ensure that current and future telecommunications products are accessible to users. 
Whilst this is starting to happen, globally we are still only at the beginning of involving users. 
Australia is a world leader in working for consumer participation in standards setting. The 
GSC User Workshop is an opportunity to share Australian user perspectives with delegates 
attending from around the world. 
 
Pam Marsh of (CTN) gave an overview of the international standards setting process and 
explained the aims of the workshop. 
 

WHY STANDARDS NEED USER INPUT  
 
A presentation from Peter Darling (ACIF) explained to the attendees why standards need 
user input in the international standards setting environment. The following points were 
highlighted: standards are vital in a network dependent industry like telecommunications; 
standards can be open or proprietary; Open standards support global innovation. 
 
Then there was questions and comments from the attendees. There was some clarification 
about the rough consensus modelled used in standards setting and how this worked. 
 
Many of the attendees raised the issue of using the term “consumers” instead of “users” 
“Users” is perhaps not the right term as residential users are “consumers”, where as “users” 
is a bigger group which includes telecommunications companies and corporate bodies. 
There are other unfortunate connotations attached to the term”users” which should 
encourage it to be changed to “consumers”. A representative of corporate users explained 
that they preferred the term “end-user”. 
 
One attendee pointed out that from a consumer perspective technical standards should 
enure that products are easy and straightforward to use and that we need to focus on how 
this can be achieved. 
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It was noted by an industry attendee that Australia is not so far behind as might be the 
general perception by Australians. In fact he had observed that Australian processes were 
very proactive including consumer participation. Where as in most countries industry can 
only operate reactively to problems once they have been created and try to fix them 
afterwards. Australia is ahead of much of the rest of the world in this regard. 
 
Another industry attendee stated that discussion needs to be focussed on appliances and 
applications rather than hardware. 
 
A consumer attendee raised the issue of funding to put consumers on committees because 
resources are not available. There are far too many standards committees which need 
representatives in Australia alone let alone looking at the global scale. 
 
An industry attendee commented that users are the key and should be the starting point for 
all standards setting processes. 
 
There was a question about clarifying once a standard has been made what is the process 
for adoption. e.g V.18 for products used by Deaf consumers.  
 
Peter Darling explained that some standards are regarded by governments as sufficiently 
important that the regulators mandate them. Others are adopted in a more ad hoc way as 
products are developed and rolled out. 
 
Peter Darling presented a paper about a successful example of including users in a 
standards development process namely the Australian Numbering Plan. The presentation 
looked at how consumers were involved in a recent  re-numbering initiative. 
 
Feedback from the audience was encouraged. 
 
One perspective was that perhaps the success of this example was due to the fact that 
consumers are already familiar with numbering. It was pointed out that users who 
volunteered their time were educated so that they could participate fully in the deliberations 
to ensure an informed result was achieved. 
 
Another attendee who had been involved in this initiative highlighted that education 
campaigns need to involve consumers when new standards are rolled out to ensure that 
they target the right people. e.g. making sure information was available to the groups 
targeted.  
 
Industry and users agreed that once consumers were involved in the numbering plan there 
were many benefits and the process was more successful. 
 
Another attendee raised a problem with using this example as a model for standards setting 
process Was problematic as it  was driven by the industry and the “bean counters”. However 
consumers need to be able to drive the process more so that their needs are addressed.. 
The challenge here is that this may indeed cost more. The issue in such an instance may 
not be perceived as important by the industry but may be essential for consumers. An 
example of this was the TTY roll outs in Australia as this is a consumer driven example. 
 
Paul Robinson (AIIA) presented a paper about where user input was not successfully 
incorporated in standards namely the digital mobile. The introduction of the GSM standards 
brought the price of the mobiles down so that now we have reached near saturation levels in 
many countries. Problems that were not anticipated were hearing aid interference; no text 
phone capability for the Deaf; shorter reach/coverage than AMPS restricting country users. 
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These were surprises for the industry and a repercussion and ultimate cost of not involving 
consumers in standards development. There is a need for more effective consumer 
participation in standards development because at the end of the day they are our 
customers and it is important to keep them happy. Will third generation mobiles be better 
than what we have and will they address the lack a mobile text phone (TTY) for Deaf 
consumers. 
 
Questions and Comments from Attendees 
 
The better coverage of CDMA mobiles is better for everybody not just farmers because 
consumers want good coverage where ever they live or travel. CDMA is therefore a better 
options for all consumers. 
 
There are drawbacks still because the implementation of (Telephone Typewriter) TTYs has 
still not been addressed properly. Third generation mobiles must take this into account. 
 
Need to think about interference issues of GSM that is broader than just for hearing aids. As 
part of the standards development process there must be independent testing to understand 
interference issues before a product comes to market. Standards setting is occurring in a 
vacuum and this is problematic. World size market brings the costs down and sometimes 
this is why not all the issues are going to be predicted until after a wide scale  
 
Levels of interference…some problems affect users from communicating others are simply a 
nuisance. 
 
Len Bytheway (ACE) gave a paper about a case study of consumer consultation namely 
SMS and the Deaf Community. TTYs (Telephone Typewriters) used by the deaf community 
are old, slow relatively cheap however it is simple to use, portable and effective. Many Deaf 
people used to use analog mobiles with their TTYs. GSM mobiles were not compatible with 
TTYs. Deaf community in Australia were left with no viable option for mobile communication. 
There is no clear solution however in the meantime many Deaf consumers have taken up 
using SMS in the meantime. Unfortunately SMS was never developed with the reliability 
required for a full mobile service e.g  should be relied on for emergency services. When 
designed it was not intended for a primary communications mode however it is being used 
as one now by the community. Consumers make decisions about which technologies will be 
rejected or adopted and how they will be used. Technology changes very rapidly so there 
are opportunities to build the user needs into the future products. The onus is not only on the 
industry to listen to consumers but also there is a requirement that consumers need to offer 
informed input regarding expectations and requirements. This will help industry make money 
and save money from expensive retrofits. The dialog with consumers is vital or the 
standards setting process will become irrelevant 
 
Standards should be set Not to meet what is just technically possible but in how things 
perform and what we choose to adopt.  
 

OPEN DISCUSSION 
Current and emerging issues where it is essential to incorporate user input into the 
standards setting process. 
 

HOW CAN WE ENSURE END USER NEEDS ARE TAKEN INTO 
ACCOUNT? 
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Helen Campbell (CTN) presented a paper about the consultations that CTN had done 
leading up to this forum. She highlighting that some means of consultation worked more 
effectively such as small face to face workshops. Web based consultation was the least 
successful. One of the things noted by CTN was how highly people value choice and 
flexibility with the patterns of their use as well backwards. Other issues have been 
considered by the CTN paper which has been put to the GSC7. 
 

OPEN DISCUSSION 
Ways that end user needs could be taken into account when international standards are 
being developed. 
 
Attendee comments were invited.  
 
An industry representative noted that Australia is in a neutral position between 
European and American Standards should there be any advice on how to deal with 
this. Communication is the start of resolving this. 
 
Consumers demand to have choice. Do we have any options to be standards 
makers or standards takers. Regional standards setting is problematic. e.g.the 
current situation with DVDs that are regional restrictive depending on where you buy 
the DVD. 
 
What makes things attractive is how many other people are using the thing…also 
once people have adopted products then there is new ways to use things that stretch 
the capabilities. 
 
Ron Box presented a paper prepared by Peter Darling. He noted that industry needs 
to listen to consumers and consumers need to represent their needs. He encouraged 
both parties to look for focused and informed comment whilst keeping in mind that 
timing is optimum. 
 
The forum considered the paper presented by Peter Darling. Ron pointed out that 
there is a win win outcome possible here because the  telcos want to make money 
and consumers want to spend as little as possible. There was a five point initial 
approach proposed.(see paper) 
 
An attendee noted that as one who has been involved in consumer forums for many 
many years one of the most successful mechanisms for getting views heard was 
drawing up a recommendation which summarises all the underlying principles.  
 
Point 1: accepts the need the principle that users are consulted at all stages of the 
design process 
 
Point 2 endeavours top find a design framework that is inclusive. The universal 
design process could be used as a basis for drafting the checklists. 
 
Point3 Timeliness will only be achieved if there is a commitment from standards 
making bodies.Timelienss is important if you want to involve people in the standards 
development 
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Point5 Testing in real life is absolutely vital including time for public comment. 
 
An industry rep had some comments on the second point. There are other checklists 
we are using in Japan to write standards for IT equipment. It is the ITU which doesn’t 
have any kind of accessibility exercises. Need to approach ITU to set up a 
committee to start such an initiative. 
 
Gunela Astbrink (TEDICORE) pointed out that ECC and ETSI have done some of 
this work on universal design. There needs to be a recommendation that the GSC 
work in with the European regional bodies so that existing work can be linked 
together. 
 
A consumer attendee commented that we need to ask the question of whose 
knowledge and needs are we trying to include and exclude. There needs to be an 
explicit values base which incorporates thee notion of global citizenship and the 
restrictions of cost. We need to recognise the diversity of cultures and backgrounds 
with different languages and we need processes for listening and communicating. 
There needs to be recommendation about communications. Coalitions between 
consumers academics and industry need to be built. Must incorporate the notion of 
quality. The life experience of people with disabilities. We need to question 
normative assumptions of people with special needs. 
 
There needs to be a fall back position when everything fails When you have two 
opposing groups with different groups eventually the consumers will be worn down. 
There must be an arbitrator where the process has totally failed. 
 
Resources consumers have to treated on an equal footing when they are negotiating 
with industry representatives. Consumers are expected to do everything for free. 
Professional advice is being provided which industry is going to make money from. 
 
Plea that industry must take into account the health effect because this is an area 
that is having huge ramifications for the whole of society. There needs to be an 
additional level of protection such as is being used in Sweden with VDUs. Standards 
must take into accounts the health effects of new technologies. Health effects can 
never be discounted because technology moves mush faster than research in the 
areas of effects. Health protection must be included. 
 
There is a recognition for the dominant profession of engineering to be more 
inclusive so they have a broader understanding with of all the issues 
 
ANSI has made a paper national standard strategy for the United States addresses 
the matter of being more responsive to user needs.  The six points raised in this 
paper are very useful for further consideration.  
 
We assume that we can pick p our telephone and it will provide a range of services 
etc…in the future we may be able to pick up new services using different equipment 
on a different type of network. We need to make sure that we don’t loose what we 
already depend on in this upgrading. We need to look at what these services provide 
and make sure the checklist also incorporates 
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Inalienable right e.g. Consumer input is essential in the standards setting process 
 
Then we need a Consumer Bill of Rights 
Look at the mechanisms linking existing , identifying gaps and being inclusive of 
people and design 
 
Need a fundamental values base first. We know intuitively what we are trying to 
achieve…but we need to get the base right. 
 
It was pointed out by Pam Marsh that in Saporo at GSC6 the forum acknowledged 
then that consumer in out is essential.  This was the beginning and we would not be 
here now if that had not already been acknowledged by GSC delegates. We need to 
build on this. 
 
An industry representative highlighted that we need a precautionary approach to the 
unknown should be imbedded in standards. 
 
If a checklist  is used it needs stewardship. 
 
Testing in the field essential - prototypes testing not just in the abstract is extremely 
important. We need a better term than public comment…perhaps the process need 
tp be called something more active like public scrutiny 
 
ATUG suggested that we need a high level alliance who can develop a common 
view and a consolidated view internationally for the user perspective. 
 
Working on a global level as consumer organisations is needed. 
 
Need both top down and bottom up- high level representation must be addressed. 
 
Proposal 
The meeting moved on to developing a proposal for GSC. This proposal will enable 
end user needs to be taken into account in the development of international 
standards. The proposal reflects the experiences and input of workshop attendees 
and presenters. 
 
That meaningful consumer input must be predicated on some certainty of outcome.  
Consumer contributions should be sought in a context that ensures that standards adopted 
incorporate those inputs and are then adopted in practice.  
 
That the introduction of new or upgraded technologies into consumer markets should 
proceed in a manner that allows for testing and trials with consumers in real life situations 
before a standard is finalised and locked in. 
 
•That standards-making processes allow for change and expansion as the usage develops. 
This avoids a ‘winner take all’ outcome in which minority or dissenting views are irrevocably 
lost. 
That innovations in the consumer communications market should be required to meet 
minimum standards of reliability, backwards compatibility, any-to-any connectivity and 
inclusive design.  
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A lot of unanimity need to split these into principles and mechanisms. Terminology 
needs to be careful because using the term “inclusion” is problematic. Also need to 
be careful of technological determinism and avoid the use of terms like evolution in 
our discussion of technological advances. 

 
We need to address the comments and discussions  
Technology shouldn’t trump consumer input. Industry representatives find it very 
difficult to express their points of view in non technical terms. There is a role to be 
played to ensure that both sides are educated to understand each others language. 
 
In some case governments can help consumers be involved in the standards making 
processes e.g. the FCC rulings on accessibility. This is also happening in Japan no 
with accessibility. 
 
Consumer knowledge needs to be taken as evidence. We are trying translate 
difference knowledge bases. We need to avoid the situation where some knowledge 
bases are rejected as not legitimate. 
 
A regional consumer body is needed such  as the ANEC in Europe which is funded 
through the EU. 
 
The GSC needs to disseminate the consumer knowledge base back into other 
Regional standards bodies. 
 
How can consumers ensure that they find out about what standards-makers are 
doing? 
 
Invest in training e.g. techno-babble course. 
 
Perhaps some scholarships should be provided for groups not otherwise 
represented in the engineering profession. 
 
It is not just language it is also a way of thinking…we need to understand the 
conceptual frameworks from which engineers and consumer representatives come 
from…then we might be able to develop common reference points.  
 
Consumers need specialist advisers without a conflict of interest 
 
ACA perspective it is an on-going process. The development will continue after 
today. Peter Darling’s dot point 3 is attractive because it is trying to force the 
standards makers into a statement of purpose about what they are trying to achieve. 
If this was included in all standards at the beginning this would make a substantial 
step forward.  
 
GSC is working towards adopting best practices of all the different groups 
ANSI process uses voting by all interest groups including users 
ANSI also has trial standards. 
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NEXT 
 
CTN collates recommendations 
 
This afternoon GSC will discuss it 
 
GSC plenary will discuss it on Thursday 
 
CTN report back to consumers/participants 
 
Consumer Movement emerges 
 
Circulate contact list of participants with consumer permission  
 
CTN as the moderating point for the near future 
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