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About “OMOTENASHI(Japanese Hospitality)” 
 Introduction 

“Enhanced Terminal Accessibility” (ETA) is an international standard 
proposed by Japan, and published in 2011. The universal service making 
use of ETA realizes a Japanese hospitality called “OMOTENASHI”, but it 
usually takes time to develop the social infrastructure. So we targeted 
“Tokyo Olympic 2020”, as the period until 2020 would be enough to raise 
the social awareness throughout Japan, and we discussed the use cases 
to promote ETA. 
The most important point in our discussion is to make communication 
smoothly between the people who needs support and the one who can 
help them out. We did not restrict the medium to the cards.  

Index...  
 Appropriate communication for support 
 Assumed person to be supported  
 Express Support Request  
 Offer what you can help  
 Use cases 
 An effective technology for the future 
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Appropriate communication for support 
 The thing you want to be supported must be expressed with protecting 

personal information or privacy. This means that personal attribution such 
as disability or lack of something should never be disclosed. The needs of 
help must be informed to the appropriate person only. 

 Conversely person who want to support may want to offer what they can 
do. This means that assistance communication should be bidirectional.  

Difficult to hear  
allergic to something  
I’m a foreigner・・・ 

personal info.  
or privacy 

I can speak 
Thai Lang.  

Problems 
・No good way to tell them that 
“I can help you”. 

Sign  
Language 

person requiring support 

Person who wants to support 

＜Express Support Request＞ 

＜Offer what you can help＞ 

Terminal machine 
 such as ATM 

Indonesian 
Language. 

Problems 
・The needs are not smoothly transferred 
・It is difficult to operate machines. person requiring support 
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Assumed person to be supported  
 

＃ Terget Classification Disease Consideration 

1 Child Allergy allergy Avoid the such food 

2 

Persons with 
impaired 
vision 

Field of view, visual 
acuity, color vision 
Age-related( 
cataract, 
presbyopia) 

Glaucoma 
Increasing age 

To enable situational awareness by the sound 
and tactile. Convex standardized symbol, 
Audio assist. Voice-guided navigation, Large 
character display (size switching function) 

3 

Persons with 
impaired 
hearing 

Hearing 
Age-related 
Under special 
circumstances 

Accident obstruction 
of the external 
auditory canal, 
cerumen impaction, 
ear canal stenosis, 
sudden hearing loss 

convey in a simple sentence  
(Light, vibration, characters) method of 
transmitting sound other than, Volume variable 
function, Sound speed, Variable function of 
sound quality (low to high), Use of harmonics, 
chords 

4 
Persons in a 
wheelchair 

Restriction of 
movement 

spinal cord injury  Development of introducing path 
Development of people with disabilities toilet 

5 
Expectant 
and nursing 
mothers 

daily life Decreased ability to 
exercise, Time 
constraint 

Institutionalization of priority seating 
Human support 

6 

Elderly people Age-related Vision, hearing loss 
Decreased ability to 
exercise, Decline in 
cognitive ability 

Loudness, optimization of character display 
Optimization of operating speed 
 

7 
Foreigner Language 

Vegetarian 
Language other than 
their native language 
avoidance of religious 

Multi-language signage and terminal 
operation, I avoid the subject food 
I receive halal certification 
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Express Support Request <ETA ISO Standards>  
 ISO/IEC 12905:2011 specifies a set of data elements to be 

personalized into an integrated circuit card, encoding cardholder 
preferences. These data elements are to be retrieved from the 
card and to be used to indicate to the terminal that the user has 
special needs regarding the user interface. It is not intended to 
standardize the actual application programming interface or other 
terminal-specific software allowing the functionality, nor does it 
cover the actual alignment of the card to the card-reader slot. 

 Following contents are defined in ISO/IEC 12905:2011: 
 data elements containing the user preferences, 
 the storage/retrieval formats for input and output of these data elements, 
 security related to the information contained in these data elements, 
 the access method to these data elements, 
 protection of cardholder information.   

 ISO/IEC 12905 “Enhanced Terminal Accessibility Using cardholder preference interface” 
  (Published in 2011/07) 

 JIS X 6905         “Integrated circuit cards-Enhanced terminal accessibility using cardholder 
  preference interface” (Published in 2013/12/20) 

International Standards and Japan Industrial Standards 
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Example of ISO/IEC 12905:2011 Integrated circuit cards -- Enhanced 
terminal accessibility using cardholder preference interface 
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Offer what you can help – Olympic Volunteer Support  

 The environment where people who want to help feel 
easy to express their assistance is necessary.  
For instance, it will be achieved by expressing positively 
what volunteers can support.  
It can be truly “OMOTENASHI”, the hospitality in Japan.  

Where I’m now? How to go there? 
Language is not understandable 

I’m not sure  
who will help me! 

(2) Preferable Condition  (1). Default Condition 

Sure!  
Let’s ask him 

Volunteer Card showing what you can support.  

Bidirectional Communication 

Thai OK! 

Volunteers  

Sign  
Language OK! 

Indonesian  
OK! 
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Thai OK! 

Volunteers  

Sign  
Language OK! 

Indonesian  
OK! 

Use Case 1. Supporter’s Card  

カード配布 
Supporter’s Card  

名前  東京 太郎 
name TARO TOKYO 

支援  インドネシア語・タイ語 

     日本語手話 

Card Image 

for Tokyo 2020 Olympic and Paralympic Games 
Problem: It is difficult for a person in a difficult situation to find a helper. 
Solution:  Deliver a supporter’s card to volunteer to participate in the 

            support program. 
Advantage: The supporter is confirmable as an official person by card  

            with unified format style, and safer environment will be  
            established for support.  
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Use Case 2. Automated multi-lingual ticket vending 
machines 

(1) Default instruction (Japanese) 

Foreign visitors do not understand 
 the Japanese instruction. 

(3) Switch to the relevant language. 

for Tokyo 2020 Olympic and Paralympic Games 
Problem: Foreign travelers can’t operate ticket vending machines due 

           to Japanese instruction.  
Solution:  Place an IC card ticket showing holder’s nationality on the 

            ticket vending machine, and the instruction automatically  
            switches to the relevant language. 

Advantage: Furthermore, once this solution become platform as 
     global standard, Japanese travelers get benefit in foreign 
     countries as well. 

(2) Touch the IC card ticket. 

Reserved seat

Non-Reserved

Transfer guide

Obtained ticket
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Use Case 3. Medical emergency note system (tentative) 

Primary care doctor 
stores medical information. 

Traveler's Cloud Medical Service, tentative 

Japan 

Home Country 

In case of emergency, medical 
information is available via cloud 

for Tokyo 2020 Olympic and Paralympic Games 
Problem: Due to the lack of medical information of the travelers from 

            overseas, appropriate action may not be taken immediately 
     in case of an accident. 

Solution:  By storing medical information such as medical history in the 
     cloud storage (Traveler's Cloud Medical Service – tentative 
     name) prior to travel, the information can be referred to by  
            medical doctor. 

Advantage: Improvement of medical-treatment level for travelers,  
       contribute to the incentive to visit Japan. 
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An effective technology for the future 
Technology to link supporters and people who require 
assistance. 
Support needs may vary depending on the situation – type of the 
disability, the degree of disability or temporary inconvenience. So 
intelligent communication method is continually required.  
We examined possible technologies in the future.  

 Be wearable or mobile (lightweight, small size)  
 Be able to exchange data (mobile communications)  
 Have diverse operation (hands, eyes, voice and so on)  

Current: SmartPhone Future: Wearabel Device  
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Wearable Equipment for ETA <1> 

 The feature of wearable device 
 User can be supported more intelligently by wearing the 

equipment all the time 

Wearable 
Equipment 

 
 

Keep the needs to be 
supported 

Input（Voice、Line of sight） 

Detect the conditions or 
available support menu 

by using sensors 
（External・Internal Vital 

Information） 

Provide support  
information by the  

Equipment or through a  
auxiliary equipment 

Request  
support information to 

the target device 

The feature of wearable is displayed in blue character. 
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Wearable Equipment for ETA <2> 
 Collaboration image between wearable device and external circumstance  
 Usefulness increases by mashing-up with AR (augmented reality) technology. 

Assistance request  
to the target terminal 

Detection of  
external  

circumstances 

Presentation of  
supporting information  

(Video, audio) 

Receive support 
content from the 
target terminal 

Detection of 
vital information, 

etc. 

Target Terminal 
Smartphone 

Collaboration 
with Auxiliary 
equipment.  

Input of request 
(Gesture, voice, 

eyes, etc.)  

Wearable  
equipment 
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1. Use Case Detail(continued) 
＃  Target use case Challenge New support ideas Communication tool 

(Seeds) 

１ Child go to the 
restaurant 
(Allergy 
version) 

Tell the waiter the food 
allergy in children. The 
child is not 
communicated well. 

How to convey the 
information to the 
serving or menus 
terminal. 

Presented by using the 
ETA terminal 
Convey ETA information 
using the Internet 

２ Persons with 
visual 
impairment
s 
 

go to the 
tourism 

Require prior 
investigation 
Need for safety 
information or shopping 
information and diet 
information 

Support of 
implementation and 
action planning by the 
intention of the person.  
Support of visual 
information in the field. 
for example,voice 
information, the use of 
vibration, etc.  

The support request in 
PUSH TYPE , to around 
the people using 
smartphone.  
Small robot that is in 
place of the guide dog. 
Tag (stick) for 
transmitting location 
information. 

３ Persons with 
hearing 
impaired 

go to the 
tourism 

Need to get the latest 
information of the road 
and station. 
In particular, traffic 
information and 
accident information.  
(I want to enjoy 
together, such as 
theater and cinema, 
with others.) 

Provision of information 
services in a timely 
manner in a format 
tailored to the 
individual. For example, 
Text information or sign 
language animation, 
to the terminal.   
Tools to assist 
communication with 
local people on travel. 
The AR subtitle by the 
wearable terminal.  

The support request in 
PUSH TYPE , to around 
the people using 
smartphone.  
Small robot that is in 
place of the guide dog. 
Tag (stick) for 
transmitting location 
information. 
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1. Use Case Detail(continued) 
＃ Target use case Challenge New support ideas Communication tool 

(Seeds) 

４ Persons 
with 
disabilities 
wheelchair 
 

go to the 
tourism 

Want to move freely 
anywhere by minimum 
guide. 

・Pre-planning system for 
traveling. 
For example, Web version of 
the information providing 
system, information sharing 
by SNS 
・Infomation providing 
system for the mobile 
For example, the root 
avoidance step. 

The support request in 
PUSH TYPE , to around 
the people using 
smartphone.  
Tag (stick) for 
transmitting location 
information. 

５ Expectant 
and nursing 
mothers 

daily life 
 

Want to solve it without 
disturbing anyone 
when the need arises. 
Would like to ask gently 
if you want a hand by 
all means. 

・Provision of information 
services in a timely manner 
in a format. tailored to the 
individual circumstances.  
For example, toilet map. 

The support request in 
PUSH TYPE , to around 
the people using 
smartphone.  
Tag (stick) for 
transmitting location 
information. 

６ Elderly manipulate 
the 
information 
terminal 

Need for safety 
information or shopping 
information and diet 
information. 
Increase the character.  

Font size and color to suit 
your individual. 
Providing information 
services by the volume and 
tone of voice of choice 

Smartphone and 
information KIOSK 
terminal. 

７ Elderly Vision, hearing 
loss measures 

It is hard to see small 
letters.  

Change the display of the 
ETA terminal, speed, color 
and font size of own choice. 
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1. Use Case Detail 

 
＃ Target use case Challenge New support ideas Communication tool 

(Seeds) 

８ Elderly Diet of 
hardness 
favorite 

Want to Soft food. But 
do not want to like a 
liquid diet. 

Specify the softness of the 
food at the time of booking 
restaurant. 
(Softness of the like a 
chicken, like a pudding) 

Smartphone and 
information KIOSK 
terminal 

９ Elderly Decline of 
power to 
chew 

Gums weakened. 
Power to bite has 
decreased. 

Specify the softness of the 
food at the time of booking 
restaurant. 
(Softness of the like a 
chicken, like a pudding) 

１０ Alien 
 

Overseas 
travel 

can not communicate 
due to a difference in 
language. 
Do not get to eat halal 
or vegetarian. 

Provision of Multi-lingual 
signage 
Provision of multi-lingual ATM 
To convey the kind of 
vegetarian, that it is halal 

・Multi-lingual signage 
terminal(Display terminal 
airport and a train 
station, display terminal 
of the tourist office) 
signage terminal multi-
lingual)  ・Multilingual 
support ATM  
・Order terminal 
corresponding to the 
halal and vegetarian. 

１１ All People go to watch 
the Olympics 
games 

can not communicate 
due to a difference in 
language. 

・Provides signage 
environment of multi-lingual 
・Provides ATM services of 
multi-lingual 
・Provides medical 
emergency when the 
notebook (tentative name) 

・Information terminal of 
multi-lingual 
・PHR for Tourists 
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2. Wearable device status in Hype-Cycle 

Source “Hype Cycles 2013 Research Report” by Gartner Inc.  

Figure 1. Hype Cycle for Emerging Technologies, 2013  
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3. Wearing part example of wearable device 

Headband 

Glass 

Under  
Shirts 

Globe 

Shoe 

Wig 

Contact 
Lense 

Wristband 

Ring 

Belt 

Anklet 
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4. Wearable device <glass type> 

NTT docomo Intelligent Glass 

• Movie empty-handed  
• Just look at info (face recognition)  
• Just look at info (character recognition)  
• Anything interface  
• Space interface 

Google Glass 

On the right side of the frame of the 
glasses, the built-in battery and 
camera, bone conduction speaker, 
and blink sensors, is equipped with 
a prism to deliver the eye by 
reflecting it with a small projector  
Photos, Video shooting functions 

SONY AR Glass 

• CES2014 reference exhibit  
• Binocular optical transmission 

using a holographic film  
• The line-of-sight direction 

sensing function (under 
consideration) 

Telepathy One 

Device equipped with a 
camera and ultra-small 
projector display. Connection 
with Bluetooth. We aim to share 
what you are watching. 

All-weather sports sunglasses. In 
addition to the dual-core 
processor · WiFi · GPS, Built-in, 
such as altimeter, acceleration 
sensor thermometer. Camera or 
microphone, and speaker is 
equipped 

ReconJET EPSON MOVERIO 
See-through mobile viewer  
It is equipped with the headset unit 
gyro sensor and geomagnetic 
sensor, acceleration sensor, knock 
sensor mute, 30-megapixel camera 
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Question & Discussion 
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