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Trends

DEVELOPMENT OF SELF SERVICES
= Commercialization (reduction of overhead)
= Availability
= Customer autonomy
= 24-7
PENETRATION AND CAPABILITY OF MOBILE DEVICES
= Number of mobile phone subscriptions
= Development of interactive services
CHANGES IN DEMOGRAPHY

= By 2050 the proportion of citizens 60 years
or older: 32% (OECD)

= Age exerts strong influence on computer use and
cognitive skills/abilities

POLICIES
= e-Accessibility (Universal Design / Design for All)
= e-Inclusion (elderly, disabled)
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Point of departure

Usability and accessibility of e-Services on
mobile phones, based on:

a) Experience from accessibility-projects

= UNIMOD
Universal Design in Multimodal User Interfaces
WWW.UNnimod.no

= DIADEM
Delivering Inclusive Access for Disabled or
Elderly Members of the community
www.project-diadem.eu

b) Existing design guidelines
= Principles for Universal Design

The design of products, environments, and communication
to be usable by all people, to the greatest extent possible,
without adaptation or specialized design.

Center for Universal Design, College of Design

North Carolina State University

=  Several other accessibility guidelines (“all similar”)
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Design guidelines for mobile phones

Synthesis of existing guidelines, resulting in guidelines
relevant to mobile phones and case management
for cognitively disabled users:

. Navigation and work flow
1. Errors

Ill.  Search and queries

V. Input/output-techniques
V. Time

VI.  Text and language

VII.  Voice and sound

VIII.  Graphics

IX.  Figures and numbers

X. Help and information

Avoid complexity and visual clutter!
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Case: The Mobile Tax Demonstrator

= Functionality for updating personal information for
= ordering a new tax deduction card

| https:fiskort. skattestaten. nojskd)skattekort)skattekort

= notification of move @
| | Change Of name Identitetskontroll

PIM-kodene finner du pa del 3 aw skattekortet ditt for 2007, datert 11.12 2008. Hver av kodene kan
bare brukes én gang.

= Service meant to be used by all citizens,

. . .
I n Cl u d I n g e | d e rly a n d d Isab | ed Du logges automatisk ut dersom du ikke har klikket pé en av knappene innen 40 minutter.

Tast inn PIN-kode 1 fra arket datert 11.12.2006 (5 sifre)

= Provided by The Tax Administration /
the Directorate of Taxes o semebon s @y

Har dutekniske problemer me Skatteetaten Seknad om skatt ekort for utenlandske borgere mv.
P& e-post: brukerstofte@erac Application for tax deduction card for foreign citizens and others

Ceplyaninoer ved kruk for fordadcit ivingen/

Opplysninger om personvern I nifermaticn regarcing the vithbolding s

= Currently available on the Internet - e U

Silandhiartal Satus v
nn
O ugitsinge O civnbried O stivmivorced [ viadouver

dresse | Horge/#ddress in onuay Bastedsadresse | hjerandey@ddress in your country

= Developed by www.tellu.no

e Prohsdon Statzhorgersap Cizanchip
Shal du vazre | Borgs enn 13 dager? ] Jartes | Hardu vasrti Norge lopet avde siste 36 manecene? L] Ja/Yes | Hvis ja, hvor mange dager?
Wil you stayin Mo an 183 day=? [ haift | Hevesou besnin Moruay during the kst 39mentis? [ eifho | I ves. how many days?
Fobamst dato/Date of ariva Utrisedata/Cate of departure
NErhen
Far detidligere arbeidet | Morge: O sarves
Tid IP o i numb
Have you previously been emplyed in Noruay O neitie tclhaere personnummer Frevious Hhneglan personal number
Lonn i Norge hittl | 3r/\iages/=alaries in Horway 5o farthis year Btalt skt i Merge hitili SrAmount oftax paid in Norway s fr this year
BtekllefSpouse | Huwor oppt lien seg/
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Test results

= Feedback from 14 expert users
= Test methodology: heuristic evaluations and walkthroughs

= “Wanted”:
a) support to intended navigation
0) identification of current position
c) hinders for unintended navigation
)

d) visual clarity in connection with
the active working area

e) clear error detection and recovery

f) gradually increase available
information and help
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Development stages og the HCI
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Forventet inntekt for hele 2007

= By
- 'L;zan ferie—, syke-, M
Eﬂdrlng av skattekort f[-'.n.‘m dagpenger my., attfaring /
: : . rehabilitering og tidsbegrenset
Listen over Skjemaﬁ}" - ufgrestenad
velges ved bruk pilt; | l
+ 00 Q) ()@ Q
Inntekt av barnepass i eget
hjem
- Ml &y Meste side
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Examples 1

[ <fel7][8]9] 10—

Owversikt over utfylt skjema

Task tabs and marking of the active card,

gf;r'f*g 2@ beErs L— l.e. the active task, in the task flow.
Driver du egen Scroll bar showing the relative position.
naeringsvirksomhet?

Swar: 1

Far du inntekt fra jordbruk,
skoghruk eller fiske?
Svar: 1

Criver du med jordbruk?
Swar: 1

M ey Forrige side
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Examples 2

[1]2*]3*[4] 6°]..10]

Forventet inntekt for hele 2007

- - Changes in the colour scheme indicate
Lann, ferie-, syke-, M invalid or incomplete input. Red e-marks on
dagpenger my., attfaring / . .
habilearing o Feshegranset the tabs 2, 3 and 6 indicate that these tabs
uforestonad contain invalid or incomplete input fields or
G—— . .

multiple choices.
Inntekt av barnepass | eget
hjem . .

The strong frame on the active tab is red as
vereris well, indicating which input field needs to be
M e iy Neste side Completed.
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Examples 3

[1]2*] 3% 4 e[ ...10]

Innledende sparsmal

UUUUUUUUUUUUUU o

oy Jﬂ

0 Nej l . . .
, _ : Active working area and active
Hvor mange arbeidssteder har .

du? help-icon are accentuated by a
| ll focal frame (easily adjustable
- @D Q grade of accent).

/I!:iu pendler?
“ Ja .
Meny MNeste side
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Examples 4

1 [2°[3*[ 46 .. 10]

Saknad om endring av eller kra...

- = Changes in font size all over
S@knad om endring av eller
krav om the Ul may be chosen from
Meste side 1 fkatt .
e (1] 2°15° 4| .. 10] the menu: large fonf[
Gitiside.. 3 | . Fedselsnummer (alternatlve 1), medium font
Skriftstorrelse 4 et o - = (alternative 2) or small font
L T ] > F.:adselsnummer (11 (alternative 3)
Vil Mellomstor skrift 2 . sifre) '
Liten skrift 3 ;trﬂr .
Avslutt skjema 8 he ) o | Larger font /OC&//y in the
Meny Neste side active working area can be

chosen by selecting the
magnifying glass icon (slide
9).

Meny Neste side
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Examples 5

(1 [ 2= 4]t .. 107 (L= ae] .10]

Forventet inntekt for hele 2007 Innledende sparsmal
e M o Audio output is connected to
dagpenger mv., attfering / C Nel help information (loud
rehabilitering og tidsbegrenset .

uferestenad Hvor mange it 8 vmre N Speaker |C0n).

] ol starre eller lik

w00 @ @) © l_’i”grﬂﬁkrg'%dre | Additional help is available
Innteht av barnepas | eget | -HL L} O ] thrOugh the queS“On mark
hjem Er du pendler’«‘ icon.

| 1§ ¢ Ja ’

M ey Meste side Meny Meste side

Innovation-based consulting and management



h

Ambient Intelligence System of Agents for Knowledge-based and Integrated Services for E&D users

Home Litemap Contact Us Links

|
ASKAT Workflow on Mobile Phones

- Kristin S. Fuglerud
ASKeIT Regsternow! - pjjtta Hellman

ASK-IT Final Conference

( \' Programme and Reqgistration form

Mobility for All - The Use of Ambient Intelligence in Addressing the Mobility Needs of

F HTML . .
- 4,01 People with Impairments: The Case of ASK-IT

W3C css '
ASKeIT
W W ASK-IT.ORG CI\A’/

HOME

BB Muoremberg, Germany, 25-27 June, 2008

EVENTS

NEWS The secaond International conference of ASK-IT marks the end of this EU research funded project, The
R conference will provide the opportunity to see and test the A5K-IT service and products that have

L Ll been developed. It will also offer a unique occasion to different stakehaolders, whether it be telecom

providers, industry, user representatives, research institutes or local authorities, to gather together to

DESIGM FOR ALL
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T4P Conference 2007 (o] Tecoiog

e
Kristiansand, June 25-27 Partnc:pahm

du er her; forside — conference

COMFEREMNCE Conference =&

Zall for papers

The first International Conference on Technology for Participation and Accessible eGovernment

Submissi : : wiih 2 .
el Services was held in Kristiansand Norway, 25-27 June 2007. The main topics of the conference were

Jrganizers 2 < i A ;

& elnclusion, eGovernment and the challenges in making eGovernment services accessible and usable
Sponsors for all citizens. The conference covered cross-disciplinary issues of eGovernment including
Exhibitions

technology, legal issues, financial and sociological aspects.
P ! . o
falicde L The first T4P conference brought together more than 100 delegates from government, business, disability

Proceedings L :
g organisation and research, The confere

PROGRAMME collaboration  with the European 1 Workflow on Mobile Phones
kKeynotes Samfunnsforskning &5, . .
Warkshops . . Riitta Hellman Kristin S. Fuglerud

; The T4F proceedings are now available Karde AS Norwegian Computing Center
Frequent questions Irisveien 14, 0870 Oslo, Norway P.O. Box 114 Blindern, 0314 Oslo, Norway
Mews rh@karde.no kristins@nr.no
Presentations We plan to make the T4P an annual evs
PARTICIPATING Please fill in the evaluation form:

Evaluation form in ODEI"I Office format ABSTRACT nisms makes the service and its workflow work. Hence, following
. . Mobile devices and services are rapidly becoming a common fequirements are critical:

Evaluation form in Excel format property. In this paper. we describe what this development 1. The main ndngmon should be pldced 1denhLd] Iy on all

implies in terms of new content and new services, In the context of

Registration

Accessible Electronic Services on Digital TV

Riitta Hellman

Karde AS tuesday 26th
Irisveien 14
0870 Oslo, Norway
+47 98211200

rh@karde.no

2. ELECTRONIC FORMS
. y
"\BSTR"\('T . . . . Interaction between citizens and the public autherities, or between
This paper addresses issues related to interaction design of customers _and suppliers of products and services, is usually
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SEARCH E%

E:Selectyuursubdiscipline E:Selectadisc:ipline

Universal Design and Mobile Devices

—— Universal Access in Human-Computer Iinteraction. Applications and Riitta Hellman

b Nceais Senices

in Human-Cemputer  41h International Conference on Universal Access in Human-Computer Karde AS, Irisveien 14, 0870 Oslo, Morway
niarction Interaction, LAHC! 2007, held as Part of HCI International 2007, rh@karde.no

Beijing, China, July 22-27, 2007, Praceedings, Part 1l
Series: Lecture Motes in Computer Science | Yol 45596

Eueltumglﬁr?t[:{rigaﬁ DL:]ZIFEESDE; ftcesa il HimanEampUe s inleraEon Abstract. The use of mobile technologies for self services, and the nclusion of

elderly and cognitively disabled users in the self-service society can be
improved by the application of appropriate accessibility guidelines for mobile
devices, We show how to operationalize the principles of universal design, and
howe to realize these principles on mobile devices., Ten categories of accessi-
bility guidelines are presented. and accessible user interfaces for an electronic
service on a mobile phone are demonstrated.

Suhblibran: Programming and Software Engineering
Stephanidis, Constantine (Ed.)

2007, ¥, 1020 p. With anline filesfupdate., Softcover
[SBM: 973-3-540-T23282-2

Online wersion available

Keywords: Cognitive disabilities. Design guidelines, Elderly. Mobile phones.
Selfservice society, Universal design. User interface.

Trends and Developments

1.1 Development of the Self-service Society

The emerging self-service society undoubtedly has a great impact on all citizens. A
few vears ago customers preferred to speak to the help-desk directly. Today we
expect to find the information we need and be able to purchase goods or access ser-
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Next steps

= Promising platform for electronic
self-services

= Real demonstrator enables
development of production system

= Address constraints of multimodality

= Address situational and
contextual suitability \
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