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Standarder får världen att fungera
SIS (Swedish Standards Institute) är en fristående ideell förening med medlemmar från både privat och offentlig
sektor. Vi är en del av det europeiska och globala nätverk som utarbetar internationella standarder. Standarder är
dokumenterad kunskap utvecklad av framstående aktörer inom industri, näringsliv och samhälle och befrämjar
handel över gränser, bidrar till att processer och produkter blir säkrare samt effektiviserar din verksamhet.
Delta och påverka
Som medlem i SIS har du möjlighet att påverka framtida standarder inom ditt område
på nationell, europeisk och global nivå. Du får samtidigt tillgång till tidig information om
utvecklingen inom din bransch.
Ta del av det färdiga arbetet
Vi erbjuder våra kunder allt som rör standarder och deras tillämpning. Hos oss kan du köpa
alla publikationer du behöver – allt från enskilda standarder, tekniska rapporter och standardpaket till handböcker och onlinetjänster. Genom vår webbtjänst e-nav får du tillgång till
ett lättnavigerat bibliotek där alla standarder som är aktuella för ditt företag finns tillgängliga.
Standarder och handböcker är källor till kunskap. Vi säljer dem.
Utveckla din kompetens och lyckas bättre i ditt arbete
Hos SIS kan du gå öppna eller företagsinterna utbildningar kring innehåll och tillämpning
av standarder. Genom vår närhet till den internationella utvecklingen och ISO får du rätt
kunskap i rätt tid, direkt från källan. Med vår kunskap om standarders möjligheter hjälper
vi våra kunder att skapa verklig nytta och lönsamhet i sina verksamheter.
Vill du veta mer om SIS eller hur standarder kan effektivisera din verksamhet är
du välkommen in på www.sis.se eller ta kontakt med oss på tel 08-555 523 00.

Standards make the world go round
SIS (Swedish Standards Institute) is an independent non-profit organisation with members from both the private
and public sectors. We are part of the European and global network that draws up international standards. Standards
consist of documented knowledge developed by prominent actors within the industry, business world and society.
They promote cross-border trade, they help to make processes and products safer and they streamline your
organisation.
Take part and have influence
As a member of SIS you will have the possibility to participate in standardization activities
on national, European and global level. The membership in SIS will give you the opportunity
to influence future standards and gain access to early stage information about developments
within your field.
Get to know the finished work
We offer our customers everything in connection with standards and their application. You
can purchase all the publications you need from us - everything from individual standards,
technical reports and standard packages through to manuals and online services. Our web
service e-nav gives you access to an easy-to-navigate library where all standards that are
relevant to your company are available. Standards and manuals are sources of knowledge.
We sell them.
Increase understanding and improve perception
With SIS you can undergo either shared or in-house training in the content and application
of standards. Thanks to our proximity to international development and ISO you receive
the right knowledge at the right time, direct from the source. With our knowledge about the
potential of standards, we assist our customers in creating tangible benefit and profitability
in their organisations.
If you want to know more about SIS, or how standards can streamline your
organisation, please visit www.sis.se or contact us on phone +46 (0)8-555 523 00
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Denna tekniska specifikation är inte en svensk standard. Detta dokument innehåller den engelska
språkversionen av ISO/TS 20282-2:2013.
Dokumentet ersätter SIS-ISO/TS 20282-2:2007, utgåva 1.
This Technical Specification is not a Swedish Standard. This document contains the English version of
ISO/TS 20282-2:2013.
The document replaces SIS-ISO/TS 20282-2:2007, edition 1.
INFORMATION
ISO/TS 20282-2:2013 ersätter även de internationella dokumenten ISO/PAS 20282-3:2007 och
ISO/PAS 20282-4:2007.
ISO/TS 20282-2:2013 also replaces the international documents ISO/PAS 20282-3:2007 and
ISO/PAS 20282-4:2007

© Copyright/Upphovsrätten till denna produkt tillhör SIS, Swedish Standards Institute, Stockholm, Sverige. Användningen av denna produkt regleras av slutanvändarlicensen som återfinns i denna produkt, se standardens sista sidor.
© Copyright SIS, Swedish Standards Institute, Stockholm, Sweden. All rights reserved. The use of this product is
governed by the end-user licence for this product. You will find the licence in the end of this document.
Upplysningar om sakinnehållet i detta dokument lämnas av SIS, Swedish Standards Institute, telefon 08-555 520 00.
Standarder kan beställas hos SIS Förlag AB som även lämnar allmänna upplysningar om nationell och internationell
standard.
Information about the content of this document is available from the SIS, Swedish Standards Institute,
telephone +46 8 555 520 00. Standards may be ordered from SIS Förlag AB, who can also provide general
information about national and international standards.
Dokumentet är framtaget av kommittén för Ergonomi vid Människa - Systeminteraktion, SIS/TK 380/AG 2.
Har du synpunkter på innehållet i det här dokumentet, vill du delta i ett kommande revideringsarbete eller
vara med och ta fram standarder inom området? Gå in på www.sis.se - där hittar du mer information.
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Foreword
ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.

The procedures used to develop this document and those intended for its further maintenance are
described in the ISO/IEC Directives, Part 1. In particular the different approval criteria needed for the
different types of ISO documents should be noted. This document was drafted in accordance with the
editorial rules of the ISO/IEC Directives, Part 2. www.iso.org/directives

Attention is drawn to the possibility that some of the elements of this document may be the subject of
patent rights. ISO shall not be held responsible for identifying any or all such patent rights. Details of any
patent rights identified during the development of the document will be in the Introduction and/or on
the ISO list of patent declarations received. www.iso.org/patents
Any trade name used in this document is information given for the convenience of users and does not
constitute an endorsement.

For an explanation on the meaning of ISO specific terms and expressions related to conformity
assessment, as well as information about ISO’s adherence to the WTO principles in the Technical
Barriers to Trade (TBT) see the following URL: Foreword - Supplementary information

The committee responsible for this document is ISO/TC 159, Ergonomics, Subcommittee SC 4, Ergonomics
of human-system interaction.

This second edition cancels and replaces the first editions of ISO/TS 20282-2:2006, ISO/PAS 202823:2007, and ISO/PAS 20282-4:2007, of which it constitutes a technical revision. The main changes are
the following:
— clarification that the test method is only intended to be used when there are a limited number of goals to
be tested and it is possible to identify typical contexts of use and criteria for successful goal achievement;

— provision for a wider range of methods to test achievement of goals;

— use of ISO 9241-11 terminology: usability, effectiveness, efficiency, and satisfaction;

— wider range of levels of confidence with a sample size as low as 10, using the Adjusted Wald statistic;
— wider range of purposes for use of the test method.

ISO/TS 20282 consists of the following parts, under the general title Usability of consumer products and
products for public use:
— Part 1: Design requirements for context of use and user characteristics
— Part 2: Summative test method (Technical Specification)

iv
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Introduction
Many people find some consumer products and walk-up-and-use products, including consumer products
provided for public use, difficult to install and use, particularly when using them for the first time or at
infrequent intervals. This is clearly undesirable for the producers of such products, for organizations that
use the products to provide a service, and for the people who use them. Information about the usability
of a product would, therefore, be of great value to producers, as part of development and marketing,
to service providers, and to potential purchasers making purchase decisions or comparing alternative
products. This would provide an incentive for producing products that are easier to install and use and
would enable potential purchasers to pay specific attention to usability when selecting a product to buy
and use. It is difficult to judge usability in a purchase situation without available comparable usability
test results.
Usability (see ISO 9241-11) is the extent to which a product can be used by specified users to achieve
specified goals with effectiveness, efficiency, and satisfaction in a specified context of use. Effectiveness
is fundamental as it is about achieving the intended goal(s). Efficiency is about the resources (such as
time or effort) needed by users to achieve their goals so it can be important. In addition, it is important
that users are satisfied with their experience, particularly where users have discretion over whether
to use a product and can readily choose some alternative means of achieving their goals. In this part
of ISO/TS 20282, accessibility is operationalized as the extent to which a product can be used with
effectiveness, efficiency, and satisfaction by people from a population with the widest range of
characteristics and capabilities to achieve a specified goal in a specified context of use.
Poor usability and/or accessibility can result in errors that can lead to several types of risks, for example,
inconvenience resulting from not achieving a goal or achieving the wrong goal, incurring unexpected
costs, or physical injury. In many countries, there are legal requirements to provide accessible products,
services, and facilities.

EXAMPLE
Calling the wrong person by mistake with a mobile phone may have the negative consequence of
possible undesirable call charges either for the caller or the person called (who may have to pay for the call).

In addition to the risks of potential adverse consequences for the user as a result of failing to achieve
their goal or achieving the wrong goal (poor effectiveness), there are other risks such as being late
as a result of poor efficiency or users avoiding the use of a difficult-to-use product as a result of poor
satisfaction.

Formative evaluation using expert inspection or user-based testing to provide feedback to improve the
usability of the product is an integral part of the iterative human-centred design process recommended in
ISO 9241-210. Summative evaluation can be used to validate usability and/or accessibility requirements,
to provide a benchmark, or to provide a basis for comparison of different products. Although some
types of expert inspection methods based on a checklist or a standard can provide summative data, the
aspects of usability and/or accessibility that are measured are limited in comparison with the measures
of effectiveness, efficiency, and satisfaction provided by user-based testing.

EXAMPLE
One study found that only 50 % of the problems encountered on 16 websites by 32 blind users
were covered by Success Criteria in the Web Content Accessibility Guidelines 2.0 (WCAG 2.0).[23]

Inspection can precede user-based testing to identify (and, if possible, eliminate) easily identifiable problems
and to check that the product is capable of achieving the intended goals for the intended users (see 7.4).

To provide reliable data on effectiveness, efficiency, and satisfaction that can be compared, it is
desirable to have a standard summative user-based test procedure. This part of ISO/TS 20282 specifies
a summative user-based test method that can be used to provide an evaluation of the usability and/or
accessibility and ease of unpacking, setting up, and installation of consumer products, and the usability
and/or accessibility of products for public use (including walk-up-and-use products). It can be applied to
products that are used to achieve goals that have clear success criteria and relate to well-defined types
of subject matter.
ISO/TS 20282-1 describes in more detail sources of variance in user characteristics that form part of the
context of use that needs to be taken into account when designing for usability. This information is also
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needed to identify the elements of the context of use required for testing in this part of ISO/TS 20282.
Further information about the characteristics of older people and people with disabilities can be found
in ISO/TR 22411.

vi
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Usability of consumer products and products for public
use —
Part 2:
Summative test method
1 Scope

This part of ISO/TS 20282 specifies a user-based summative test method for the measurement of the
usability and/or accessibility of consumer products and products for public use (including walk-up-anduse products) for one or more specific user groups. This test method treats accessibility as a special case
of usability where the users taking part in the test represent the extremes of the range of characteristics
and capabilities within the general user population. When the test method refers to usability, the method
can also be used to test accessibility (unless otherwise specified).
This test method is for use when valid and reliable measures of effectiveness, efficiency, and
satisfaction are needed.

NOTE 1

Products for public use include walk-up-and-use products that provide a service to the general public.

The test method can also be used to assess the usability and/or accessibility of achieving the goals of
unpacking, installing, and setting up a consumer product.

This part of ISO/TS 20282 is intended to be used for testing the usability and/or accessibility of
products when
— it is possible to identify typical contexts of use that are representative of the use of the product(s),
— it is possible to identify the criteria for the successful achievement of the users’ goal, and
— there are a limited number of goals being tested at the same time.

While the test method is intended to test consumer products and products for public use, it can also be
used to test other products, systems, and services with the characteristics described above.

If use of a product involves interaction with inputs, outputs, or environments that are highly variable
and/or complex with variability or complexity that cannot be categorized in well-defined subsets, it
is outside the scope as it would not be possible to obtain reliable results. See Annex A for examples of
products and goals that are within the scope of this part of ISO/TS 20282.

EXAMPLE
The method could be applied to an office photocopier, a website selling books or train tickets, or a
legal advice service. The method would not be appropriate for a complex ecommerce website, a word processor,
or a bicycle.

The method is primarily intended for use for assessing completed versions of products, but could also be
used for internal purposes during development to judge, assess, and communicate the usability and/or
accessibility of functional prototype versions.
The results of the summative test method can be used for the following purposes:

— to estimate the probability of achieving target values of effectiveness, efficiency, and satisfaction
in actual use;
— to publish information about the usability and/or accessibility of a product;
— to compare the usability and/or accessibility of several products;
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— to compare the results with a usability and/or accessibility requirements specification;
— to support procurement.

NOTE 2
Annex H lists the information to be included when specifying the procedure used to test whether the
usability and/or accessibility requirements (Annex G) have been met.

The intended users of this part of ISO/TS 20282 are people with expertise in the design and management
of testing usability and/or accessibility, working within or on behalf of manufacturers, suppliers,
purchasing organizations, or third parties (such as test organizations or consumer organizations).

2 Conformity

A report of the values for the usability and/or accessibility of a product conforms to this part of
ISO/TS 20282 if

— the test method used conforms to the requirements in Clauses 6, 7, 8, and 9 and Annexes C and D, and
— the report of the results contains the information specified in Annex F.

A statement of requirements for usability results conforms to this part of ISO/TS 20282 if it conforms
to the requirements in Annex G.
The specification of a usability test procedure conforms to this part of ISO/TS 20282 if it conforms to
the requirements in Annex H.

3 Normative references

The following documents, in whole or in part, are normatively referenced in this document and are
indispensable for its application. For dated references, only the edition cited applies. For undated
references, the latest edition of the referenced document (including any amendments) applies.
ISO 20282-1, Ease of operation of everyday products — Part 1: Design requirements for context of use and
user characteristics

4 Terms and definitions
For the purposes of this document, the following terms and definitions apply.

4.1
accessibility
extent to which products, systems, services, environments, and facilities can be used by people from
a population with the widest range of characteristics and capabilities to achieve a specified goal in a
specified context of use
Note 1 to entry: Context of use includes direct use or use supported by assistive technologies.

[SOURCE: ISO 26800:2011, definition 2.1]

Note 2 to entry: When carrying out a summative user-based measurement of accessibility, all three components
of usability (effectiveness, efficiency, and satisfaction) need to be considered.

4.2
actual users
group(s) of people who directly interact with a product

Note 1 to entry: Before a product is released, this is the intended user group, and after release this is based on
what is known about the actual user group.

[SOURCE: ISO 20282‑1:2006, definition 3.1]
2
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4.3
consumer product
product that is intended to be acquired and used by an individual for personal rather than professional use
[SOURCE: ISO 20282‑1:2006, definition 3.2]

4.4
context of evaluation
users, tasks, equipment (hardware, software, and materials), and the physical and social environments
in which a product is evaluated
[SOURCE: ISO/TS 20282‑2:2006, definition 4.3]

4.5
context of use
users, tasks, equipment (hardware, software, and materials), and the physical and social environments
in which a product is used
[SOURCE: ISO 9241‑11:1998, definition 3.5]

4.6
ease of interaction
usability of interaction with the user interface of a product

Note 1 to entry: Ease of interaction is the effectiveness, efficiency, and satisfaction with which the user can
successfully interact with the interface of the product.

4.7
effectiveness
accuracy and completeness with which users achieve specified goals
[SOURCE: ISO 9241‑11:1998, definition 3.2]

4.8
efficiency
resources expended in relation to the accuracy and completeness with which users achieve goals
[SOURCE: ISO 9241‑11:1998, definition 3.3]

4.9
formative evaluation
evaluation designed and used to improve the object of evaluation, especially when it is still being developed
[SOURCE: ISO/TR 18152:2010, definition 4.6]

Note 1 to entry: A formative test method is used to perform a formative evaluation.

4.10
goal
intended outcome

[SOURCE: ISO 9241‑11:1998, definition 3.8]

Note 1 to entry: A goal is stated independently of the functionality used to achieve it.

4.11
intended users
group(s) of people for whom a product is designed

Note 1 to entry: In many cases, the actual user population is different from that originally intended by the manufacturer.
The intended user group is based on realistic estimations of who the actual users of the product will be.

[SOURCE: ISO 20282‑1:2006, definition 4.12]
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