Full document details: ISO 9241-20-2021

INTERNATIONAL ISO
STANDARD 9241-20

Second edition
2021-11

Ergonomics of human-system
interaction —

Part 20:

An ergonomic approach to
accessibility within the I1SO 9241
series

Ergonomie de l'interaction homme-systéeme —

Partie 20: Approche ergonomique de 'accessibilité dans la série 1SO
9241

Reference number
1SO 9241-20:2021(E)

Documents

Document Sharing Hub
© IS0 2021



http://avadocuments2026.com/doc/iso-9241-20-2021
http://avadocuments2026.com/doc/iso-9241-20-2021

IS0 9241-20:2021(E)

COPYRIGHT PROTECTED DOCUMENT

© 1S0 2021

All rights reserved. Unless otherwise specified, or required in the context of its implementation, no part of this publication may
be reproduced or utilized otherwise in any form or by any means, electronic or mechanical, including photocopying, or posting on
the internet or an intranet, without prior written permission. Permission can be requested from either ISO at the address below
or ISO’s member body in the country of the requester.

ISO copyright office

CP 401  Ch. de Blandonnet 8
CH-1214 Vernier, Geneva
Phone: +41 22 749 01 11
Email: copyright@iso.org
Website: www.iso.org

Published in Switzerland DOC ume ntS
.. Document Sharing Hub
11 © IS0 2021 - All rights reserved

Full document details: ISO 9241-20-2021


http://avadocuments2026.com/doc/iso-9241-20-2021
http://avadocuments2026.com/doc/iso-9241-20-2021

IS0 9241-20:2021(E)

Contents Page
FFOT@WOTM..........ccccovvoevtessesee e85 8558885855555 iv
IIMEIOMUICTION ... v
1 SCOPI@ ... 1
2 NOIIMATIVE FEEFEI@IICES ... 1
3 Terms and defiMITIONS ... 1
4 Accessibility and ergonomics of human-system interaction w2
5 Ergonomic principles in the ISO 9241 series supporting accessibility................. 2
51 GBIIET ALt 2
5.2 Principles from IS0 9241-171 w2
5.2.1 Suitability for the widest range Of USE ... 2
5.2.2  EQUILADIE TS ..ot 3
5.2.3 Robustness........ w3
5.3 Principles from ISO 9241-110 w3
5.3.1 Suitability for the user's tasks........... w3
5.3.2 Self-descriptiveness............ A
5.3.3 Conformity with user expectations 4
5.3:4  LEATNADIIIEY oot 5
5.3.5  CONTIOIADIIIEY .o 5
5.3.6 Use error robustness................ w5
5.3.7  Approachability ... .6
5.4 Additional specialized principles in the ISO 9241 series....... )
5.4.1 Principles from ISO 9241-112 ... .6
5.4.2 Principles from ISO 9241-400...... w7
5.4.3 Principles from ISO 9241-500 ... 7
5.5  Principles of human-centred design from ISO 9241-210 ... 8
6 Accessibility-focused design activities within projects............e
6.1 GENETAL ..o
6.2  Activities and their inputs
6.3 User input to activities.............
6.4 Understand and identify the users and the context of use..
6.4. 1 SCOPING ..ot
6.4.2  The IMPOTTANCE Of USEI'S ...t
0.4.3  USET SIOUPS ..oooieiieeiiiiiiieesieee ettt
6.4.4 Requirements specification......................
6.5  Produce solutions to meet the user requirements.
6.5.1 High-level approach..........cc..
6.5.2 Developing the solution..........c.c...
6.5.3 Detailed design decisions...................
6.5.4 Evaluation as deSigN PIrOZIESSES ......iiiieisiieioieessiesssises e
0.5.5  TEOTATION e
6.6 Evaluation ...
6.6.1 Evaluation from the earliest stages
6.6.2 Focus on evaluation from the user's perspective ...
6.6.3 Iteration and feedback ...
6.6.4 Conformity assessment
Annex A (informative) Major sources of international-level accessibility guidelines ... 15
BIDLIOGIAPIY ... 17
Documents
] Document Sharin%Hub
© IS0 2021 - All rights reserved 1

Full document details: ISO 9241-20-2021


http://avadocuments2026.com/doc/iso-9241-20-2021
http://avadocuments2026.com/doc/iso-9241-20-2021

IS0 9241-20:2021(E)

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 (see 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 (see 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 of the voluntary nature of standards, the meaning of ISO specific terms and
expressions related to conformity assessment, as well as information about ISO's adherence to
the World Trade Organization (WTO) principles in the Technical Barriers to Trade (TBT), see
www.iso.org/iso/foreword.html.

This document was prepared by Technical Committee ISO/TC 159, Ergonomics, Subcommittee
SC 4, Ergonomics of human-system interaction, in collaboration with the European Committee for
Standardization (CEN) Technical Committee CEN/TC 122, Ergonomics, in accordance with the
Agreement on technical cooperation between ISO and CEN (Vienna Agreement).

This second edition cancels and replaces the first edition (ISO 9241-20:2008), which has been technically
revised.

The main changes are as follows:

— The guidance in the previous edition has been replaced by references to many different standards
that now contain applicable guidance.

Alist of all parts in the ISO 9241 series can be found on the ISO website.

Any feedback or questions on this document should be directed to the user’s national standards body. A
complete listing of these bodies can be found at www.iso.org/members.html.
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Introduction

The 1SO 9241 series provides ergonomic guidance that contributes to the accessibility of interactive
systems to meet the needs of users.

Two parts of ISO 9241 particularly address accessibility: ISO 9241-171 and ISO 9241-971. In addition, a
number of parts in the ISO 9241 series integrate guidance supporting accessibility.

Accessibility in the design of products, systems and services is important to ensure that they are usable
by the widest possible range of users. Designed solutions that support accessibility result from the
understanding and implementation of user requirements, including those user requirements specific to
accessibility.

Ergonomic principles and human-centred design activities contained in the ISO 9241 series provide a
basis for identifying user accessibility needs and deriving user requirements specific to accessibility.

This document identifies standards within the ISO 9241 series and in other related standards that
contain guidance related to accessibility.
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INTERNATIONAL STANDARD ISO 9241-20:2021(E)

Ergonomics of human-system interaction —

Part 20:
An ergonomic approach to accessibility within the ISO
9241 series

1 Scope

This document provides:

a) anintroduction to the importance of accessibility to human-system interaction;

b) adiscussion of the relationship of principles within the ISO 9241 series and accessibility;

c) descriptions of activities related to the processes in ISO 9241-210 that focus on accessibility;

d) references to standards relevant to the accessibility of interactive systems.

2 Normative references

There are no normative references in this document.

3 Terms and definitions
For the purposes of this document, the following terms and definitions apply.
[SO and IEC maintain terminological databases for use in standardization at the following addresses:

— ISO Online browsing platform: available at https://www.iso.org/obp

— IEC Electropedia: available at https://www.electropedia.org/

31

accessibility

extent to which products, systems, services, environments and facilities can be used by people from a
population with the widest range of user needs, characteristics and capabilities to achieve identified
goals in identified contexts of use

Note 1 to entry: Context of use includes direct use or use supported by assistive technologies.
[SOURCE: ISO 9241-112:2017, 3.15]

3.2

usability

extent to which a system, product or service can be used by specified users to achieve specified goals
with effectiveness, efficiency and satisfaction in a specified context of use

Note 1 to entry: The “specified” users, goals and context of use refer to the particular combination of users, goals
and context of use for which usability is being considered.

Note 2 to entry: The word “usability” is also used as a qualifier to refer to the design knowledge, competencies,
activities and design attributes that contribute to usability, such as usability expertise, usability professional,
usability engineering, usability method, usability evaluation, usability heuristic.

[SOURCE: ISO 9241-11:2018, 3.1.1] Documents
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3.3
user
person who interacts with a system, product or service

Note 1 to entry: Users of a system, product or service include people who operate the system, people who make
use of the output of the system and people who support the system (including providing maintenance and
training).

[SOURCE: ISO 9241-11:2018, 3.1.7]

3.4
user accessibility need
user need related to features or attributes that are necessary for a system to be accessible

Note 1 to entry: User accessibility needs vary over time and across contexts of use.

Note 2 to entry: User accessibility needs are transformed into user requirements considering the context of use,
user priorities, trade-offs with other system requirements and constraints.

[SOURCE: ISO/IEC 29138-1:2018, 3.10]

4 Accessibility and ergonomics of human-system interaction

Accessibility in the design of products, systems and services is important to ensure that they are usable
by the widest possible range of users.

Design solutions that support accessibility result from understanding and application of specific user
requirements, including those user requirements specific to accessibility.

While the ISO 9241 series currently contains two standards specifically focused on accessibility
(ISO 9241-171 and ISO 9241-971), all parts of the [SO 9241 series provide ergonomic guidance that can
benefit accessible design solutions. Additionally, ISO 9241-220 identifies the concept of human-centred
quality, which includes accessibility as one of its four main components.

Planning for accessibility as an integral part of the human-centred design process (as described in
IS0 9241-210 and ISO 9241-220) involves the systematic identification of requirements for accessibility,
including accessibility measurements and verification criteria within the context of use. These provide
design targets that can form the basis for verification of the resulting design.

5 Ergonomic principles in the ISO 9241 series supporting accessibility

5.1 General

There are many principles contained within the ISO 9241 series that provide important support for
accessibility. Violating any of these principles will limit the accessibility of any resulting system,
product or service.

This clause identifies both principles and sources of guidance related to these principles that are found
in the ISO 9241 series.

NOTE Annex A contains further information about major sources of international-level accessibility
guidance.

5.2 Principles from ISO 9241-171

5.2.1 Suitability for the widest range of use

ISO 9241-171:2008, Clause 5, contains the principle of “suitability for the widest range of use”, which

it says “involves designing with the objective of producing solutions that will be useful,ﬂ%%)ﬁt';ﬁents
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