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Foreword

[SO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) form the specialized system for worldwide standardization. National bodies that are
members of ISO or IEC participate in the development of International Standards through technical
committees established by the respective organization to deal with particular fields of technical activity.
ISO and IEC technical committees collaborate in fields of mutual interest. Other international organizations,

governme

ntal and non-governmental, in liaison with ISO and IEC, also take part in the work.

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 document should be noted. This document was drafted in accordance with the editorial rules of the ISO/
[EC Directjves, Part 2 (see www.iso.org/directives or www.iec.ch/members experts/refdocs).
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Introduction

For a serviced office that is defined as a part of third workplace, there are a variety of service forms and usage
patterns. Consistency between the service form and the mode of use of its user and the service form and the
mode of use provided is highly important. This document investigates and reports the current situation of
serviced offices by using use cases to develop an international standard that defines icons intended for use
on search sites.

© ISO/IEC 2024 - All rights reserved
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Technical Report

ISO/IEC TR 18720:2024(en)

Information technology — User interfaces — Use cases of
serviced offices

1 Scope

This document illustrates the use cases of serviced offices among the third workplaces used for flexible

working h

2 Norn

There are

3 Term

For the pu
ISO and IE

burs and places.

1ative references

no normative references in this document.

s and definitions

rposes of this document, the following terms and definitions apply.

— ISO Online browsing platform: available at https://www.iso.0rg/obp

IEC El

31

telework
remote w
working o

3.2
workplac
place whe

3.3
third wor

workplace
(home)

3.4

pctropedia: available at https://www.electropedianorg/

prk
itside the main office (3.5) using information and communications technology (ICT)

d
‘e intellectual production agtivities, production and office work are carried out

kplace
(3.2) other than(the primary place of work (main office (3.5)) and the secondary pla

serviced ¢ffice

office man
use

aged-by a facility management entity, where services are provided to users based on a

C maintain terminology databases for use in standardizatieirat the following addresseg:

re of work

rontract of

Note 1 to entry: A serviced office can be paid for or free of charge.

3.5

main office

workplace

3.6

(3.2) to which the worker belongs

satellite office

workplace

(3.2) located outside the main office (3.5)

Note 1 to entry: A satellite office is a place that fulfils the same role as the main office (3.5) of the company or the group
and is set up for the exclusive use of the company or the group.

© ISO/IEC 2024 - All rights reserved
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3.7

cyber office

virtual office

workplace (3.2) located in virtual space that is implemented with ICT

3.8
partitioned type office
serviced office (3.4) with individual workspaces divided by separators

39
box type office
serviced office (3.4) with enclosed workspaces divided by walls and ceilings

Note 1 to efitry: A box type office is shaped like a telephone booth.

3.10
room type office
serviced offfice (3.4) as a closed work area that can be used exclusively

3.11
open typg¢ office
serviced offfice (3.4) as an open work area that is not separated by walls or otherbarriers

3.12

shared of]
workplace
own spacq

fice
(3.2) where multiple companies share the same space rather than only one company us

3.13

coworkin
workplace
equipmen

B place
(3.2) that intends to promote people-to-pegple exchanges, where a worker shares fac
with people who do not belong to the same organization such as a company

Note 1 to eptry: A worker can work independently.

3.14
workcatign

activities that utilise telework and provide opportunities to stay in a third workplace (3.3) for 1
experienc¢ things other than work,while continuing to work in the main office (3.5)

4 Third workplace

4.1 Overview

Figure 1 dhows rélation among telework, third workplace and serviced office in terms of worl
The third workplace is defined as a workplace other than the primary place of work (main offig
secondar place of work (home) and therefore it also includes the satelllte offices. However, thlS

ngitasits

ilities and

bisure and

xing place.
e) and the
document

services are prov1ded to users based on a contract of use, among thlrd workplaces

© ISO/IEC 2024 - All rights reserved
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. third workplace

provided by other
than third workplace

main office satellite office shared office provider free space

partitioned hotel room in rides
type office

o

office Kkaraoke box bus facilities

roomtype Q

) C
office

a
derused v
open type underu
office facility Cb etc.

o

A concept
offices, us
disabilitie
collaborat
office, box
daily worK

)
€]
%

Vemmms’

L ) N\

Figure 1 — Relation among telework, third@rkplaces and serviced offices

pf the use of serviced offices is also shown in\\%\ ure 2. From the perspective of using th
ers include not only people in general, bupalso specific people such as the elderly, pey
5 and persons working with children, a@the use cases include daily work, touch dow

type office, room type office and g type office, which are selected according to the u|
, touch down work and collabg\atl e work.
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&
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/

shared office

focus &
interaction

provided by
other than third
workplace
provider

-partitioned
type office
-box type
office

-roomtype

-hotelroom
-karaoke box
-underused
facility

third workplace

daily work

coworking
workcation

mobile working

touch down
work

M

&H

-cafe -individual
-lounges in collaboration vt
free space airport, rail & mobile working -rest
bus facilities
-in rides
("A

S
use case

-work
-meeting
-rest

-mail
correspondence
-meeting

-print
-document
disposal

-rest

4.2 Market size

Figure 3 shows the market forecast for number

Y R\4
©)
54000 |- \l;\
™
4q000 ’

\J

LN
Figure 2 — Concept of ser"qtg offices

viced offices worldwidelll. Serviced offices|are on the
rise globally and are expected to develop rapid@ m 2022 onwards, with an annual growth rate{of 21,3 %.

0 | |

2018 2019

Key
X year

Y number of serviced offices worldwide

2020

2021

2022 2023

2024 X

Figure 3 — Market forecasts for number of serviced offices worldwide
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Figure 4 shows the market forecast for number of people using serviced offices worldwidel2], which
estimates that around 5 million people will be working in serviced offices by 2024, an increase of 158 %
compared to 2020.

5000000

4000000 K

3000000 -

Y

2000000

1000000 |-

Key
X  year
Y numbe

Demand f(

NOTE

2018

is describedl as such.

5 Use

5.1 Typlical scenarios of the uses of serviced offices

Table 1 lis
shows act
offices.

2019

r of people using serviced offices worldwide
Higure 4 — Market forecasts for number of pegple using serviced offices worldwide

r serviced offices is expected to grow rapjdly from Figures 3 and 4.

ases of serviced offices

Table 1 — Use cases of serviced offices and details

2020

2021 2022 2023 2024 X

The source is described as a "coworking space”, but the definition in this document is "serviced pffice", so it

s the typical scenarios of the use cases for serviced offices, together with their contentjs. Annex A
brs for use casés with related information. Annex B presents a diagram of use cases fdr serviced

Cate

pory

Label

Details

daily work

(concentrated work)

WOrk

Perform the works that need to be completed that day In the quiet,
work-focused environment of a serviced office, using the services
provided by it (see B.1).

meeting

While the user is out of the office, using the services provided by the
serviced office in there; and

— meet alone with a colleague in the office,

— meet with a colleague in the office, joining with another
colleague.

(B.3,B.5)

rest

Eating and drinking away from your seat in between work in serviced
offices (see B.8)

© ISO/IEC 2024 - All rights reserved
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Table 1 (continued)

Category

Label

Details

touch down work

mail correspondence

Checking and replying to incoming mail while the user is out of the

office and using the services provided by the serviced office
(see B.2).

at there

meeting While the user is out of the office, using the services provided by the
serviced office in there; and
— meet alone with a colleague in the office,
— meet with a colleague in the office, joining with another
colleague,
— meetings with customers.
(B.3,B.4, B.5)
printing Reviewing and printing documents sent from the office for gubmission
to customers while the user is out of the office anddsing the services
provided by the serviced office at there.
document disposal Reviewing and disposing of documents tg be'submitted for ¢ustomers
sent from the office while the user is out\ofthe office and usjng the
services provided by the serviced office'at there.
rest Eating and drinking away from thleirSeat between works in{the ser-
viced office (see B.8).
collaboratjon work |individual Users work in a large, relaxing open space surrounded by sdfas and
furniture, using the services provided by the serviced officd. In be-
tween, they have a drinkin hand from the drinks service cofner pro-
vided in the workspace and chat with new people they meef{to explore
some ideas for theirwvork (see B.6).
event Participate in &vents organized by the serviced office; and tp
— meet new people,
— exchange ideas with other participants and create ideaf and
other activities
(B.6).
rest Eating and drinking away from the seat in between work in|the ser-
viced offices (see B.8).
5.2 General use cases
5.2.1 Ge¢neral
The following are examples of facilities and equipment services required for general users (persistent
attributes) to carry out daily works and touch down work (e.g. mail processing).
— ies; Internet connection (actor A.2.1), furniture (actor A.2.1), air-conditioning (actor A.2.2), lighting

Facili1n
equip

ent (actor A.2.2), toilet (actor A.2.2):

Services: disinfection.

5.2.2 Variation of user’s work

Equipment: electrical power supply (actor A.3.1), infection control products (actor A.3.2);

Examples of additional facility and equipment services depending on the type of user's work are given below.

a) Writing and submitting daily reports and documents (concentrated work):

(actor A.2.1), multifunction peripheral (actor A.3.1), shredders (actor A.3.1);

© ISO/IEC 2024 - All rights reserved
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Equipment: large monitor (actor A.3.1), cables (actor A.3.1), stationery (actor A.3.1), battery chargers

(actor

A.3.0);

Services: none.

Internet (web) conferencing:

Facilities: telephone box style meeting booths for web conferencing (actor A.2.1), conference room (actor

A2.1);

Equipment: power strip (actor A.3.1), cable (actor A.3.1), headset (for phones and other devices) (actor
A.3.1),large monitor (actor A.3.1), microphone speaker (actor A.3.1), projector (actor A.3.1), screen (actor
A.3.1),laser pointer (actor A.3.1), equipment for visualising voice volume (actor A.2.2), whiteboard (actor

A.3.1)
Servid

Sales

1 ya A 4 : ra A
IIIdT'RET PCIl (dCLUL A.0.1], SUALIUIICT Yy (dLLUTI AA.O.1],
€S: none.

ctivities (used by several people with customers):

Facilitlies: conference room (actor A.2.1);

Equip
A.3.1)

Servid

Meeti

ment: large monitor (actor A.3.1), projector (actor A.3.1), screen (actof. A.3.1), laser poi
whiteboard (actor A.3.1), marker pen (actor A.3.1), stationery (actor A.3.1);

€S: none.

hgs with colleagues (use with more than one colleague);

Facilitlies: conference room (actor A.2.1);

Equip
A.3.1)

Servida

Collab

ment: large monitor (actor A.3.1), projector (actor A.3.1), screen (actor A.3.1), laser poi
whiteboard (actor A.3.1), marker pen (actor A:8.1), stationery (actor A.3.1);

€S: none.

oration:

Facilitlies: conference room (actor A.2.1);'open lounge (actor A.2.2), coffee counter (actor A.2.2

Equip
A.3.1)

Servid

Fabrid

ment: large monitor (actor Af3.1), projector (actor A.3.1), screen (actor A.3.1), laser poi
whiteboard (actor A.3.1,marker pen (actor A.3.1), stationery (actor A.3.1);

es: coordination (actorA.4.1).

ation:

Facilities: large desk (actor A.3.3);

Equip

Servid

ment: 3D-printer (actor A.3.3), sewing machine (actor A.3.3), DIY tools (actor A.3.3);

esvinstruction on use of equipment (actor A.4.2):

hter (actor

hter (actor

);

hter (actor

Spend

one's leisure time:

Facilities: open lounge (actor A.2.1), coffee counter (actor A.2.1), space for eating and drinking (actor
A.2.1), vending machine (actor A.2.2), resting room (actor A.2.5);

Equipment: headset (for phones and other devices) (actor A.3.1), large monitor (actor A.3.1), equipment
for visualising voice volume (actor A.2.2), book (actor A.3.2), magazine and newspaper (actor A.3.2);

Services: free drink (actor A.4.1).

Use as part of workcation activities:

Facilities: add as described in a) to h), depending on type of work;

© ISO/IEC 2024 - All rights reserved
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Equipment: add as described in a) to h), depending on type of work;

Services: workcation concierge (actor A.4.1), coordination (actor A.4.1).

5.3 Additional services

5.3.1 Additional services for persistent attributes change

The following are examples of facilities, equipment and services that are added to perform routine and touch
down work (e.g. mail processing) when persistent attributes change.

NOTE See A.1.1 for persistent attributes.

a) Elderi'y persons:

— Faciliies: multifunction peripheral for barrier-free access (actor A.3.1), desk with eleyatin
(actor|A.2.4);

— Equipment: large monitor (actor A.3.1), resting room (actor A.2.5);

— Servides: assistance (actor A.4.3), instruction in operation of ICT equipment{actor A.4.3).
NOTE Assistance can provide the services for both workers themselvesrand their companions.

b) Language related:

— Facilities: signatures in major languages (actor A.2.3);

— Equipment: book (actor A.3.2), magazine and newspaper-{actor A.3.2) in all major languages;

— Servides: interpreter (actor A.4.4).

c) Persons with disability:

5.3.2 Additional services for temporal attributes change

The follow
down wor

NOTE

Facilitfies: multifunction peripheral for barrier-free access (actor A.3.1), desk with elevatin

(actor
room

Equip
text r¢

Servid
A.4.5)

A.2.4), toilet for person with disability (actor A.2.5), simple cooking facility (actor A.2)
[actor A.2.5), accessible parking space (actor A.2.5), dog park (toilet for serviced dog) (ac

ment: reader with magnification (actor A.3.4), braille printer (actor A.3.4), braille sign (a
ader (actor A.3.4), PCs with-braille word-processing function (actor A.3.4);

es: guide in a building (actor A.4.5), sign language (actor A.4.5), communicating in wri
counselling (actprAi4.5).

ing are examples of facilities, equipment and services that are added to perform routine
k (e.g: mail processing) when temporal attributes change.

SeeA.1.2 for temporal attribute.

g function

g function

5), resting
tor A.2.5);
‘tor A.3.4),

ting (actor

and touch

a) Persons with children:

Facilities: toilet for children (actor A.2.6), nap room (actor A.2.6), shower room (actor A.2.6), nursing
room (actor A.2.6), nappy changing room (actor A.2.6), resting room (actor A.2.5), stroller storage area

(actor

A.2.6);

— Equipment: toy (actor A.3.6), playground equipment (actor A.3.6);

Services: feeding and lactation (actor A.4.6), changing nappies (actor A.4.6), care for sick children
(actor A.4.6), food for children (actor A.4.6), making baby food (actor A.4.6), toddler classes (learning
programme) (actor A.4.6), childcare consultation (actor A.4.6), helping homework (actor A.4.6), picking

© ISO/IEC 2024 - All rights reserved
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up (actor A.4.6), courtesy bus (actor A.4.6), after-school care for school children (school-age classes,
learning programmes) (actor A.4.6), follow-up on park play (actor A.4.6).

Pregnant women:

Facilities: resting room (actor A.2.5);

Equipment: doughnut-shaped cushion (actor A.3.7), lap blanket (actor A.3.7);
Services: maternity consultation (actor A.4.7).

Injured persons:

Facilities: resting room (actor A.2.5);

Equipment: none;

Servides: assistance (actor A.4.3).

© ISO/IEC 2024 - All rights reserved

9


https://iecnorm.com/api/?name=eebabf27ebc39428b68c0237597f95da

ISO/IEC TR 18720:2024(en)

Annex A
(informative)

Actor list

A.1 User

A.1.1 Pgarsistentattribute

Table A.1 §hows users as actors and their persistent attributes.

Table A.1 — Users as actors and their persistent attributes

Actor name Actor description Remarks

general use¢r (default)

subscriber — corporate contract
(company employee;
freelancer)

— individual eontract

— no conttact (hot desk)

elderly person Users aged\65 and over

non-fluent speaker — second foreign language

attribute —&; users whose local language
differs from their native
language

person with disability Users with the potential to — lower or upper
hinder the accessibility of the limb disabiljty

interaction between the user and
the system — visual disabhiility

— hearing disgbility

— mental disapility

NOTE There are alsotcombination of several attributes, such as 'elderly person with disabilities".

A.1.2 Temporal attribute

Table A.2 §howsthe users as actors and their temporal attributes.

Table A.2 — Users as actors and their temporal attributes

Actor name Actor description Remarks
person with children Users with children Children include pre-school and
school children
pregnant woman Users who are pregnant women. Some people use wheelchairs
Injured person Users who are wounded Excluding the seriously injured
NOTE There can also be combinations of several attributes, such as 'pregnant woman with child' or 'injured

elderly person'.

© ISO/IEC 2024 - All rights reserved
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A.2 Facilities

A.2.1 Common facilities — Directly related to users’ work

Table A.3 shows the facilities which are common to the office. They are directly related to users’ work as
actors.

Table A.3 — Common facilities directly related to users’ work

Actor name Actor description Remarks

furniture Desks and chairs, etc.

Used by one person. Used when both your
speech and the other person's speech is not
be heard by others. No possibility of being
overheard.

ttisatsousedforworks witgere you do
not want others to be ablextp peek in
on you.

private rogmrsorteteptrome
box style nheeting booths for
web confefencing

Used when it has already been decided to do
so today and is to be used by more than one
conferencd room person. Used when both your speech and
the other person's speech is not be heard by
others.

Used when both your speech and the other
high stool person's speech can be heard by others and |[Ne@tssuitable for long workirjg hours.
you want to finish the work in a short time.

Large room without partitions. Used whelt
both your speech and the other person's
speech can be heard by others, and/when a
certain amount of time is needed. Meeting
new people. A comfortable typeof'desk and
chair are also provided.

open lounge

Partitions are placed between neighbouring
desks to reduce the possibility of peeping.
desk with partitions Some types also haye a partition at the back.
(The back is half-hidden. Image of a bank's
individual consultation desk)

Wired and wireless connection forms are
internet cdnnection possible‘and both forms have speed and
securityas attributes.

A dedicated network with a virtual leased
VPN line on the Internet that can only be used by
certain persons.

A.2.2 Cgmmon facilities —Not directly related to users’ work

Table A.4 $hows thefacilities which are common but not directly related to users’ work as actors.
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Table A.4 — Common facilities, not directly related to users’ work

Actor name Actor description Remarks

Allows work in a relaxed atmosphere.

coffee counter Used as an alternative if the place to work
was not available.

space for eating and drinking |Space to relax while eating

Background noise that is deliberately played
into a room to make it difficult to hear small

sound maskin . : .
§ sounds from neighbouring rooms or distant

sources.
equipment for visualising Devices that warn according to the loudness
voice voluthe of the voice.
Equipment for regulating temperature, hu-
air-conditipning midity and air flow, and for air purification
(ventilation).
lichtine eduipment Equipment that illuminates and brightens
ghiing equip the room with light.
toilet Ordinary toilet
multi-purgose toilet Toilet for various purposes
. . oo Ityould be useful to have afstaff who
. Used for delivery of seminars, filming of
studio can show the user how to uge the
artworks, etc. ,
equipment.
vending machine Vending machines for drinks and snacks
parking lof Places users can park their vehicles
parking place for bicycles Places where users can park th€irbicycles
place of wqrship Room for prayer
. Areas where smoking is separated from Passive smoking is taken info consid-
smoking afea .
non-smokers. eration.

A place to store baggage and other personal [t would be useful to have lqckers

locker . where large items can be stpred, e.g.
items. .
for business travellers
In the eventof an emergency, the user can
security byizzer, emergency press abutton to report the situation to a For example, reporting a sufpicious
alarm pre-fegistered security company, police intruder.
authority or fire brigade.
kitchen Users can cook.

A.2.3 Language related facilities — Directly related to users’ work

Table A.5 §hows thefacilities which are language related and directly related to users’ work as acfors.

Table A.5 — Facilities which are language related, directly related to users’ work

Actor name Actor description Remarks

Facility information and equipment manuals
in the main languages for users whose local
language is different from their native lan-
guage.

signatures in major languages

A.2.4 Facilities for persons with disability — Directly related to their work

Table A.6 shows the facilities which are used for persons with disability and directly related to their work as
actors.
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12


https://iecnorm.com/api/?name=eebabf27ebc39428b68c0237597f95da

ISO/IEC TR 18720:2024(en)

Table A.6 — Facilities for persons with disability, directly related to their work

Actor description Remarks

Desks with adjustable desk height

Actor name

desk with elevating function

A.2.5 Facilities for persons with disability — Not directly related to their work

Table A.7 shows the facilities which can be necessary for persons with disability but not directly related to
their work as actors.

Table A.7 — Facilities for persons with disability, not directly related to their work

Rcun&l‘ka

Aetornmame

Aci A -y
ATIULT UCOLTIIpIvUILX

ity

toilet for pprson with disabil-

Specially designed toilets to better accom-
modate people with physical disabilities

ostomate-friendly facility

Toilet with features that facilitate the dis-
posal of excreta and other waste materials.

Ostomates can di§pose of wjaste,
change and fitstoma appliaphces
(pouches), wipe'and clean the skin
around the stoma, and wasl and dis-
pose of clothing and used appliances.

simple cooking facility

Kitchens with simple cooking facilities, such
as the ability to understand hot water and
heat food.

Microwave oven, small gas ¢ooker,
hot“water supply, etc.

resting roqm

Beds that can be used to lie down and are
used by users to take a nap or calm them-
selves down.

It is intended for persons wjth disa-
bility, but can be used by usrs of all
attributes.

accessible parking spaces

Car parks with enough space forwheelchair
users to get in and out easily

dog park (foilet for serviced
dogs).

A place where the service dog'owner can
remove the tether and allow the dog to
exercise and defecatefreely in an isolated
space under supervision of the service dog's
owner.

A.2.6 Fdcilities for persons with children — Not directly related to their work

Table A.8 §hows the facilities which'are used for persons with children but not directly related to their work

as actors.

Fable A.8 — Facilities for persons with children, not directly related to their work

Alctor name

Actor description

Remarks

nap room

Used for children's naps

toilet for children

Toilets that are appropriate for the size of
the child so that he or she can use it alone.

Neededif there isno service provid-

shower room

Users dispose of children's waste them-
selves.

ed by staffs. Not needed if there is a
service provided by staffs.

nursing room

Users breastfeed their own children.
Users feed their own children

Needed if there is no service provid-
ed by staffs. Not needed if there is a
service provided by staffs.

nappy changing room

Users change their own children's nappies

Needed if there is no service provid-
ed by staffs. Not needed if there is a
service provided by staffs.

stroller storage area

Users can place stroller.

It is useful to have a covered area or a
roof that is not exposed to rain.
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Table A.9 shows the equipment which are common and directly related to users’ work as actors.

Table A.9 — Common equipment, directly related to user’s work

Actor name

Actor description

Remarks

devices)

headset (for phones and other

Communicate speech each other clearly

Not needed if private rooms or meet-

ing rooms are used.

large monitor (TV, monitor,

Enlarge the documents on your computer.

Information on size and resolution

ticular, a device that converts AC to DC for
¢harging.

etc) would be helpful.
microphorle speaker Communicate speech each other clearly Needed if the meeting+¥oemn is used by
more than one persén,
screen Projecting materials Needed when using'a large meeting
room for several people.
projector Projecting materials Needed when using a large meeting
room ferseveral people.
whiteboarfl Write down ideas, etc. that come up during
the meeting.
marker pef marker pen for writing on whiteboards.
stationery Ballpoint pens, scissors, post-its, glue, sta:
ples, etc.
laser pointer Used to point at materials, diagrams, etc.
projected on a screen using a laser,beam.
electrical gower supply Source of electrical energy. Where power to
run electrical equipment istaken in.
power strip An appliance for supplying power to a loca-
tion remote from an,outlet on a wall etc. or
to several appliances. Extension cords.
cable Cable, such as HDM], that connect ICT
equipmentand transmit video, audio and
operationfsignals.
battery chjrger Devijeeised to charge batteries. In par- For both smartphones and PCs.

rental computer

PCs available to users within their serviced
office.

multifunctiion peripheral

Office equipment that combines the func-
tions of photocopier, printer, image scanner
and facsimile machine in one device.

Convenient and safe if speedl and

security are guaranteed.

Barrier-free access is prefel
the elderly person and pers

red for
bn with

disability.

shredder Machines that cut up unwanted documents
into small pieces for confidentiality purpos-
es.
NOTE Equipment have the attributes 'available or not available’, 'permanent or rental’ and 'free or paid'.

A.3.2 Common equipment — Not directly related to users’ work

Table A.10 shows the equipment which are common but not directly related to users’ work as actors.

© ISO/IEC 2024 - All rights reserved

14



https://iecnorm.com/api/?name=eebabf27ebc39428b68c0237597f95da

ISO/IEC TR 18720:2024(en)

Table A.10 — Common equipment, not directly related to users’ work

Actor name

Actor description

Remarks

infection control products

Disinfectant alcohol, acrylic plates, etc.

books, magazines, newspapers

Providing information tailored to the demo-
graphics of users.

For example, trade press

NOTE

A.3.3 Equipment for fabrication — Directly related to users’ work

Equipment have the attributes 'available or not available’, 'permanent or rental’ and 'free or paid'.

Table A.11 shows the equipment which are used for fabrication and directly related to users’ work as actors.

Table A.11 — Equipment for fabrication, directly related to users’ work

Alctor name

Actor description

Remarks

. Machines that can create objects based on It 1S useful to hetvpa staff who is ready
3D printer : . A to instruct the,users how tguse the
three-dimensional digital models. :

equipment.
large desk Space to spread out and work with large It is better that more than enough
§ cloths, large papers, etc. space is provided around the desk.
draw_mg beard (draw1_ng ta}ble, Drafting tables specifically designed for [twould be useful to have s affwho
drafting table, or architect's . ¢an show you how to use thk equip-
drafting
table) ment.
. . . It would be useful to have staff who
. . Machines for sewing textiles, paper, leather, .
sewing majchine can show you how to use thp equip-
etc. together.
ment
Electric drills, electric saws, hammers, It would be useful to have staff who
DIY Tools measuring tools, spanners,.pliers, nippers, |can show you how to use the equip-
metal scales, etc. ment
high intengity lighting fixtures |Used when looking atsmall objects
NOTE F.quipment have the attributes 'availablé or not available', 'permanent or rental' and 'free or paifl.

A.3.4 Equipment for persons with‘disability — Directly related to their work

Table A.174 shows the equipment which are used for persons with disability and directly relatg

work as adtors.

[able A.12 — Equipment for persons with disability, directly related to their work

bd to their

Alctor name

Actor description

Remarks

reader with magnification

Equipment for the visually impaired that
makes it easier to read, write and perform
fine manual works.

braille prifter

Printer for printing Braille text and 3D

image data.

braille sign

Information boards, display boards, hand-
rail displays, operating displays, etc. are
displayed in Braille.

text reader

A reading machine that reads textual infor-
mation on paper aloud.

ing functions

PC with Braille word-process-

PCs with Braille input and editing software
and automatic Braille translation software
installed.

NOTE

© ISO/IEC 2024 - All rights reserved
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A.3.5 Equipment for persons with disability — Not directly related to their work

Table A.13 shows the equipment which can be necessary for persons with disability but not directly related
to their work as actors.

Table A.13 — Equipment for persons with disability, not directly related to their work

Actor name

Actor description Remarks

AED Automated External Defibrillator
NOTE Equipment have the attributes 'available or not available'.
A-3-6 E u;lJlllCllt fUl PCI SUILID VW ;th Lh;}dl CII Nut d;l Cbt}y ) Clatcd tU thcil \AAYS Y l\
Table A.14{shows the equipment which can be necessary for persons with children but not directly related to
their worl4 as actors.
Table A.14 — Equipment for persons with children, not directly related-te their work
Actor name Actor description Remarks
Forjexample, stuffed animals and

toy Toys for toddlers bgi¥Hng blocks

playgroungl equipment iSrllgl(?;?Splay equipment that can be installed For example, slides and tents.

NOTE F.quipment have the attributes 'available or not available', 'permanent or rental’ and 'free or paifl.

A.3.7 Eduipment for pregnant women — Not directly related to their work

Table A.15 shows the equipment which can be necessary'for pregnant woman but not directly related to her
work as adtors.

Table A.15 — Equipment for pregnant women, not directly related to their work
Actor name Actor description Remarks
doughnut-$haped cushion Pregnantivomen close to the last month of
pregnaney, or maternity women, use this.
lap blanke Used'in cold weather protection, including |It can be used not only by pregnant
when air-conditioning is too harsh. women but also by the genefral users.

NOTE F quipment have(the attributes 'available or not available', 'permanent or rental' and 'free or paifl.

A.4 Seryices

A.4.1 Cgmmon

Table A.16 shows the services which are commonly provided to the office.
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Table A.16 — Common services

Actor name

Actor description

Remarks

entry and exit management

Manage people in and out of serviced offices

In some cases, entry and exit logs are
managed.

Sanitize facilities and equipment before and

disinfection after use with alcohol or similar for infection
control.
free drink Provide free drinks for users.

acting on behalf of the physical
office functions.

Provides the necessary functions of an office
with regard to address, telephone, postage,
etc., to enable businesses to operate without

Lockers, company registry, telephone
agent, mail forwarding, etc.

owning or renting an office.

event orgahization

Organize seminars, workshops, etc.

coordinatipn

Provide support in terms of work, such as
business matching, programmes for employ-
ee training, collaborating with local people,
etc.

For example, prpyiding usey-specific
social networking services.

workcatiof concierge

Provide support for the vacation aspect of
workcations. Planning leisure time and pro-
viding information on nearby amusement
facilities, restaurants and accommodation.

services fofr accompanying
persons

Services for people users bring with them,

for elderly person,
for person with disabilities,
for children, etc.

A.4.2 For fabrication
Table A.17

shows the service which is provided for fabrication as an actor.

Table A.17 — Services for fabrication

Actor name Actor description Remarks
instruction on use of equip- Teaching howto use the equipment
ment
A.4.3 Fdr elderly persons
Table A.18shows the servigeswhich are provided for elderly persons as actors.
Table A.18 — Services for elderly person
Actor name Actor description Remarks

instructiozr ifdoperation of ICT

Explain the operation and use of ICT (In-
formation and Communication Technology)

equipment

nEcuch oc DC BEad forc xzid
bblulylll\/lll. oSULlIrdos 1 U9, lJl UJ\/\,LUA 9, VIULU

conferencing systems, scanners, etc.

assistance

Provide support for those who need assis-
tance

Injured persons are also need it.

A.4.4 Language related

Table A.19 shows the language related service which is provided for non-fluent speakers as an actor.

© ISO/IEC 2024 - All rights reserved

17



https://iecnorm.com/api/?name=eebabf27ebc39428b68c0237597f95da

ISO/IEC TR 18720:2024(en)

Table A.19 — Language related service

Actor name Actor description Remarks
interpreter Staff speak in a language different from the
p local language (native language).

A.4.5 For persons with disability

Table A.20 shows the services which are provided for persons with disability as actors.

Table A.20 — Services for persons with disability

Acter-name Actor-d ———Remarks—
sign langupge Sign language-speaking staff are available.
Communicating with people who are
N P - normally within speaking distance of each
communicpting in writing

other, not by speech, but by writing to each
other.

Sy o Guiding people who have difficulty moving |For example, guiding a perspn with
guide ina puilding around the building by themselves. visualdisability.
counselling Psychological counselling. mi‘t?é}sl for people with mental disa-
A.4.6 Fdr persons with children

Table A.21]

shows the services which are provided for personsavith children as actors.

Table A.21 — Services for persons with children

Alctor name

Actor description

Remarks

feeding an

H lactation

Staffs breastfeeding with a bottle and wean-
ing children.

changing 1

appies

Staffs change children's nappies.

care for sid
care servig

k children and day-
e for sick children

Staffs care for'sick children.

toddler cla
gramme)

sses (learning pro-

Staffs and outside teachers educate children.

baby food

food for chiildren and making

Nutritionists prepare school lunches.

childcare d

onsultation

Staffs and counsellors provide advice on
childcare.

helping homework Staffs supervise children's homework.
. Staffs pick-up children from school and
pick-up
other places.
Courtesy buS USEd 10T tIdIISpPortiiig CIITAreilr to d1ida 1rolil

school and other places

children

after-school care for school

Staffs and outside teachers educate children.

Includes school-age classes (learning
programmes)

follow-up on park play

Staffs take the children to the park and
watch over them while they play.

A.4.7 For pregnant women

Table A.22 shows the service which is provided for pregnant women as an actor.
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Table A.22 — Services for pregnant women

Actor name Actor description Remarks

Consultation during pregnancy and after

maternity consultations .
delivery
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Annex B

(informative)

Classification of use cases and related actors

B.1 Day-to-day operations

Figure B.1

shows the use cases and related actors of H:\y-fn-r] ::y npnrnfinnc

day
ope
(con
or]

NOTE
concentrat

B.2 Tou

Figure B.2

-to-day
rations

Centrate

your
york)

working
alone

low
confidentiality

high
confidentiality

desk with
partitions

private room

Pay-to-day operations assumes, for example, ‘writing and submitting daily

ng on work,

Figure B.1 — Use cases and related actors of day-to-day operations

ch down work

shows the use casesiand related actors of touch down work.

internet
conneetion

lange’monitoy
(TV, monitor

stationery

internet
connection

large monitor
(TV, monitor,
stationery

reports and
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internet
connection

— coffee counter —

internet

—— high stool — .
connection

low

confidentiality — openlounge — internet

connection

internet
touch down working connection

work alone
(mail|correspondence) —

—

desk with large monitg
partitions (TV, menitof, etc.)

— _stationery

internet
connection

—

high vat large monitg
— e —— private room :
confidentiality P (TV, monitof, etc.)

stationery

NOTE Touch down work assumes, for example, mail correspondence.

Figure B.2 — Use cases and related'actors of touch down work

B.3 Inte¢rnet (web) conferencing

Figure B.3[shows the use cases and related actors of internet (web) conferencing.
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telephone box
style meeting
booths for web

headset (for phones
and other devices)

equipment for

conferencing visualising voice volume
(for one
person's use) internet
connection
silence is
—— casel — —
necessary equipment for
[ visualising voice volume
conference internet
room —_ | connection
(for several
people’s use) large monitor (TV, nionitor,
etc.), projector, sereen
5 L white boat,stationery,
case marker péen
nternet
(web) | leph b headset (for phones
. telephone DOX and other devices)
comferencing style meeting
3 silence is booths for web equipment for
case necessary conferencing visualising voice volume]
(for one int "
person’s usé) internet
connection
telephone box
P . headset (for phones
style meeting — and other devi
booths for web and other devices)
conferencing | .
J internet
i i (for one connection
silence/is person's use)
— case4 — not —
necessary. internet
connection
conference large monitor (TV, monitor,
room ] etc.), projector, screen
(for several
people's use) L white boat, stationery,
marker pen
NOTE1 [ase 1 implies both the user’s speech and the other party's speech must not be heard by others| it assumes
normal welp confétencing.
NOTE 2 [ase’2 implies the user’s speech cannot be heard by others, but their speech can be heard by others. In
serviced offices, this use case is rarely found.
NOTE 3 Case 3 implies the other person's speech cannot be heard by others, but the user’s speech can be heard by

others. It is assuming the situation as if the user were normally making a telephone call.

NOTE 4

Case 4 implies both the user’s speech and the other party's speech can be heard by others'. It assumes a
seminar at a private venue.

Figure B.3 — Use cases and related actors of internet (web) conferencing
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