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Important message 

This document is one of a set of standards developed solely and specifically for use on Transport Assets (as defined in the Asset 
Standards Authority Charter). It is not suitable for any other purpose. 
The copyright and any other intellectual property in this document will at all times remain the property of the State of New South Wales 
(Transport for NSW). 
You must not use or adapt this document or rely upon it in any way unless you are providing products or services to a NSW 
Government agency and that agency has expressly authorised you in writing to do so. If this document forms part of a contract with, or 
is a condition of approval by a NSW Government agency, use of the document is subject to the terms of the contract or approval. To be 
clear, the content of this document is not licensed under any Creative Commons Licence. 
This document may contain third party material. The inclusion of third party material is for illustrative purposes only and does not 
represent an endorsement by NSW Government of any third party product or service. 
If you use this document or rely upon it without authorisation under these terms, the State of New South Wales (including Transport for 
NSW) and its personnel does not accept any liability to you or any other person for any loss, damage, costs and expenses that you or 
anyone else may suffer or incur from your use and reliance on the content contained in this document. Users should exercise their own 
skill and care in the use of the document. 
This document may not be current and is uncontrolled when printed or downloaded. Standards may be accessed from the Asset 
Standards Authority website at www.asa.transport.nsw.gov.au 
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Preface 
The Asset Standards Authority (ASA) is a key strategic branch of Transport for NSW (TfNSW). 

As the network design and standards authority for NSW Transport Assets, as specified in the 

ASA Charter, the ASA identifies, selects, develops, publishes, maintains and controls a suite of 

requirements documents on behalf of TfNSW, the asset owner. 

The ASA deploys TfNSW requirements for asset and safety assurance by creating and 

managing TfNSW's governance models, documents and processes. To achieve this, the ASA 

focuses on four primary tasks: 

• publishing and managing TfNSW's process and requirements documents including TfNSW 

plans, standards, manuals and guides 

• deploying TfNSW's Authorised Engineering Organisation (AEO) framework 

• continuously improving TfNSW’s Asset Management Framework 

• collaborating with the Transport cluster and industry through open engagement 

The AEO framework authorises engineering organisations to supply and provide asset related 

products and services to TfNSW. It works to assure the safety, quality and fitness for purpose of 

those products and services over the asset's whole-of-life. AEOs are expected to demonstrate 

how they have applied the requirements of ASA documents, including TfNSW plans, standards 

and guides, when delivering assets and related services for TfNSW. 

Compliance with ASA requirements by itself is not sufficient to ensure satisfactory outcomes for 

NSW Transport Assets. The ASA expects that professional judgement be used by competent 

personnel when using ASA requirements to produce those outcomes. 

About this document 

This standard specifies the functional and non-functional requirements for help point units that 

are available on public transport conveyances, infrastructure, and premises of the TfNSW 

Transport Network. 

This standard has been developed by the ASA in consultation with various TfNSW divisions and 

industry representatives. 

This standard is a first issue. 
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1. Introduction 
Help points are provided by transport operators to address a number of customer needs. 

Help points are commonly located on public transport conveyances, infrastructure and premises 

and can be designed to enable customers to obtain assistance and information. Help points 

provide a one-to-one interaction with a customer. 

Help points are a key component in providing clear, effective, relevant communication to allow 

customers to safely and securely use transport services. 

Help points are used increasingly to communicate beyond the immediate conveyances, 

infrastructure and premises to remote operational, security and emergency personnel. 

As the human-system interaction is a primary consideration of help point design, human factors 

integration is essential. 

The Disability Discrimination Act 1992 (DDA) provides protection for individuals against 

discrimination based on disability. The Disability Standards for Accessible Public Transport 

2002 (DSAPT) codifies the responsibility of public transport operators to provide accessible 

services under the DDA. Additional requirements are also included in Disability (Access to 

Premises – Buildings) Standards 2010. 

Help points can assist an operator in complying with the DSAPT. 

This document specifies the minimum functional and non-functional requirements for help point 

units and considers customers with a wide range of abilities and needs. 

2. Purpose 
The objective of this document is to specify the minimum requirements for help point units to 

ensure consistency in the design and provision for use at public transport conveyances, 

infrastructure and premises of the TfNSW Transport Network. 

2.1. Scope 
This document specifies the minimum functional and non-functional requirements for help point 

units. Where appropriate, this document provides specific requirements for the design of help 

point units both from a user and a technical perspective. This document provides specific 

minimum requirements for the integration of help point units into the Transport for NSW 

(TfNSW) Transport Network. Additional user requirements can also be found in 

T MU HF 00001 ST Human Factors Integration – General Requirements. 

This document does not contain specific requirements for the broader system used to facilitate 

the provision of assistance and information to customers’ using the help point units. 
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General requirements for ensuring that all operational aspects are considered and fully defined 

are contained within T MU AM 06008 ST Operations Concept Definition and 

T MU HF 00001 ST. 

2.2. Application 
This document applies to help point units that are used in conveyances, infrastructure and 

premises on the TfNSW Transport Network. 

This standard should be read in conjunction with T MU HF 00001 ST. 

Conveyances include any rolling stock, vehicle or vessel that is classified as public transport. 

3. Reference documents 
The following documents are cited in the text. For dated references, only the cited edition 

applies. For undated references, the latest edition of the referenced document applies. 

International standards 

EN 50125-1 Railway applications - Environmental conditions for equipment – Part 1: Rolling 

stock and on-board equipment 

EN 50125-3 Railway applications - Environmental conditions for equipment – Part 3: Equipment 

for signalling and telecommunications 

IEC 60050-191 International Electrotechnical Vocabulary. Chapter 191: Dependability and 

quality of service 

IEC 60268-16:2011 Sound system equipment – Part 16: Objective rating of speech intelligibility 

by speech transmission index 

IEC 62262 Degrees of protection provided by enclosures for electrical equipment against 

external mechanical impacts (IK code) 

IEC 62380 Reliability data handbook - Universal model for reliability prediction of electronics 

components, PCBs and equipment 

ISO 9241-303:2011 Ergonomics of human-system interaction – Part 303: Requirements for 

electronic visual displays 

ISO/IEC 14496-2 Information technology – Coding of audio-visual objects – Part 2: Visual 

ISO/IEC 14496-10 Information technology – Coding of audio-visual objects – Part 10: Advanced 

Video Coding 

ITU-T Recommendation G.711 Pulse code modulation (PCM) of voice frequencies 

ITU-T Recommendation G.726 Coding of speech at 8 kbit/s using conjugate-structure algebraic-

code-excited linear prediction (CS-ACELP) 
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RFC 2326 Real Time Streaming Protocol (RTSP) 

RFC 3261 Session Initiation Protocol 

RFC 3550 Real-time Transport Protocol 

RFC 6241 Network Configuration Protocol (NETCONF) 

RFC 6386 VP8 Data Format and Decoding Guide 

RFC 6716 Definition of the Opus Audio Codec 

Australian standards 

AS 1428.1-2009 Design for access and mobility Part 1: General requirements for access—New 

building work 

AS 1428.2-1992 Design for access and mobility Part 2: Enhanced and additional 

requirements—Buildings and facilities 

AS 1428.5-2010 Design for access and mobility Part 5: Communication for people who are deaf 

or hearing impaired 

AS 60529 Degrees of protection provided by enclosures (IP Code) 

AS 60950-1 Information technology equipment – Safety Part 1: General requirements 

(IEC 60950-1, Ed. 2.2 (2013), MOD) 

AS/NZS 1680.2.1 Interior and workplace lighting Part 2.1: Specific applications—Circulation 

spaces and other general areas 

Transport for NSW standards 

T HR RS 01701 ST Mounting and Installation of Electrical Equipment 

T HR RS 12001 ST Interior and Exterior Lighting for Passenger Rolling Stock 

T HR RS 13002 ST Passenger Rolling Stock Surveillance Systems 

T HR SS 80001 ST Infrastructure Lighting 

T LR RS 01701 ST Mounting and Installation of Electrical Equipment for Light Rail Vehicles 

T LR RS 12001 ST Interior and Exterior Lighting for Light Rail Vehicles 

T LR RS 13002 ST Surveillance Systems for Light Rail Vehicles 

T MU AM 06008 ST Operations Concept Definition 

T MU HF 00001 ST Human Factors Integration – General Requirements 

T MU MD 00005 GU Type Approval of Products 

T MU MD 20002 ST Risk Criteria for Use by Organisations Providing Engineering Services 

T MU RS 17002 ST Prohibited and Restricted Materials 
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T MU SY 10001 ST Public Transport Closed Circuit Television (CCTV) Functional 

Requirements Standard 

T MU TE 41001 ST Packet Switched Networks Wired - Local, Metropolitan, and Wide Area 

Networks 

T MU TE 41004 ST Packet Switched Networks – Wireless Local Area Networks 

T MU TE 61005 ST Customer Information Systems for Public Transport Buildings and 

Conveyances 

T MU TE 81001 ST Telecommunication Equipment - Physical Interfaces and Environmental 

Conditions 

T MU TE 81002 ST Telecommunication Equipment - Network Management 

T MU TE 81003 ST Test Processes and Documentation for Programmable Electronic Systems 

and Software 

TN 070: 2016 Signage – General Requirements 

Legislation 

Disability (Access to Premises – Buildings) Standards 2010 

Disability Discrimination Act 1992 

Disability Standards for Accessible Public Transport 2002 

Heritage Act 1977 

Industrial Chemicals (Notification and Assessment) Regulations 1990 

Other reference documents 

MIL-HDBK-217F Notice 2 Military Handbook - Reliability Prediction of Electronic Equipment 

NSW State Heritage Register 

ONVIF Profile S Specification 

Office of Environment and Heritage 2005, State Agency Heritage Guide – Management of 

Heritage Assets by NSW Government Agencies, publication number HO05/01 

Telcordia SR-332 Issue 4 Reliability Prediction Procedure for Electronic Equipment 

TfNSW Section 170 Heritage and Conservation Register 
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4. Terms and definitions 
The following terms and definitions apply in this document: 

AFILS audio frequency induction loop system 

CCTV closed circuit television 

CIS customer information system 

CPTED crime prevention through environmental design; a crime prevention strategy that 

focuses on the planning, design and structure of cities and neighbourhoods. It reduces 

opportunities for crime by using design and place management principles that reduce the 

likelihood of essential crime ingredients (law, offender, victim or target, opportunity) from 

intersecting in time and space 

DDA Disability Discrimination Act 1992 

DSAPT Disability Standards for Accessible Public Transport 2002 

DTE data terminal equipment 

IP internet protocol 

IP code ingress protection code; a coding system to indicate the degrees of protection provided 

by an enclosure against access to hazardous parts, ingress of solid foreign objects, ingress of 

water and to give additional information in connection with such protection 

negative transfer occurs when an end user who is familiar with a procedure or piece of 

equipment (learned skill) automatically transfers that skill to an alternate system or equipment 

when it is not appropriate. This can often result in tasks being omitted, operating the wrong 

controls, or operating the correct controls in the wrong direction 

PoE power over ethernet 

TfNSW Transport for NSW 

TfNSW Transport Network the transport system owned and operated by TfNSW or its 

operating agencies upon which TfNSW has power to exercise its functions as conferred by the 

Transport Administration Act or any other Act 

 
© State of NSW through Transport for NSW 2017  Page 11 of 32 
 



T MU TE 61006 ST 
Help Points 
Version 1.0 

Issued date: 04 May 2017 
 

5. Integration requirements 
The help point shall be easily recognisable and distinguishable from the background where it is 

located. Signage, inclusive of braille and tactile text, shall support the identification and use of 

the help point. General requirements for signage are provided in TN 070: 2016 Signage – 

general requirements. 

The TfNSW division responsible for wayfinding shall be consulted to determine the current 

TfNSW guidelines and catalogues for current designs to ensure consistency across modes and 

operators. In particular, identification signage shall denote all functions of the help point in 

accordance with the current TfNSW guidelines. 

Help points shall be positioned, such that they do not disrupt passenger circulation or 

emergency evacuation. 

Help points shall be positioned within a height range of 700 mm to 1250 mm so that the user is 

able to access the functional components of the help point unit. 

Help points shall provide a high level of consistency within a transport mode to ensure that 

customers can rapidly locate, recognise and use help points at any point on a public transport 

journey in NSW. 

The design of help points shall be sufficiently consistent across different transport modes and 

operators to eliminate negative transfer between transport modes so far as is reasonably 

practicable (SFAIRP). 

Physical obstructions of the help point should be avoided; however in areas with restricted 

space such as conveyances, physical obstructions can be unavoidable. Consistent with 

DSAPT, an allowance for physical obstruction is defined as 300 mm wide and 900 mm high, in 

front and centred on the help point, as shown in Figure 2 and Figure 3. 

5.1. Integration within premises and infrastructure 
The clear space around the help points shall accommodate both a parallel or forward approach 

for a wheelchair. 

The circulation space in front and centred on the help point shall be sufficient for a 180° 

wheelchair turn in accordance with AS 1428.2-1992 Design for access and mobility Part 2: 

Enhanced and additional requirements—Buildings and facilities. 

The circulation space shall have gradients and cross fall in accordance with clause 10.1 (d) of 

AS 1428.1-2009 Design for access and mobility Part 1: General requirements for access—New 

building work. 

Note that this is the minimum for wheelchairs but other motorised disability aids may 

require additional circulation space. 
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Where practicable, help points shall be under shelter. 

Crime prevention through environmental design (CPTED) principles shall be considered as part 

of a risk assessment and mitigation approach when determining the suitability of locations of 

help points. 

Help points shall be lit in accordance with T HR SS 80001 ST Infrastructure Lighting. 

Help points shall be within CCTV surveillance in accordance with T MU SY 10001 ST Public 

Transport Closed Circuit Television (CCTV) Functional Requirements Standard. 

The Heritage Act 1977 is designed to protect, maintain and manage environmental heritage in 

NSW. When changes are proposed to items that have heritage significance, one of the following 

applies: 

• for those items listed on the NSW State Heritage Register, the provisions of the Heritage 

Act shall be met 

• for items listed on a state agency Section 170 Heritage and Conservation Register, the 

heritage management principles and relevant asset management guidelines that are 

outlined in the State Agency Heritage Guide shall be followed 

5.2. Integration within conveyances 
In conveyances, where there is restricted clear space, the clear space around the help points 

shall accommodate either a parallel or forward approach for a wheelchair. The most appropriate 

approach shall be chosen based on the access path to the help point. 

Help points shall be lit in accordance with T HR RS 12001 ST Interior and Exterior Lighting for 

Passenger Rolling Stock or T LR RS 12001 ST Interior and Exterior Lighting for Light Rail 

Vehicles, as applicable. 

Help points shall be within CCTV surveillance in accordance with T HR RS 13002 ST 

Passenger Rolling Stock Surveillance Systems or T LR RS 13002 ST Surveillance Systems for 

Light Rail Vehicles, as applicable. 

6. Functional requirements 
Help points are provided by transport operators to address a number of customer needs by 

performing one or more of the following functions: 

• provision of general information 

• provision of basic assistance 

• provision of specific information 

• provision of specific assistance 
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6.1. Provision of general information 
Help points can provide non-interactive general information without the need to communicate 

with a customer. General information typically includes the following: 

• transport service information 

• other information 

The provision of general information shall be implemented using either a non-interactive 

delivery of information or a dedicated control button. 

In accordance with DSAPT, general information shall be delivered equivalently across visual, 

aural and hearing augmentation information channels so that the information is made 

accessible to all customers in their preferred format, including to those customers with a 

disability. 

If the help point is intended to be used to provide general information, then the help point units 

shall comply with the following Sections of T MU TE 61005 ST Customer Information Systems 

for Public Transport Buildings and Conveyances: 

• customer message and information requirements 

• functional requirements for customer information systems (CIS) 

• functional requirements for CIS interfaces 

The following sections of T MU TE 61005 ST do not apply to help points: 

• audio coverage 

• enhancements within information (blue) zones 

• hearing augmentation coverage 

• viewing characteristics and locations 

Where conflict exists between the requirements of this standard and T MU TE 61005 ST the 

requirements of this standard shall take precedence. 

6.2. Provision of basic assistance 
Help points can provide basic assistance without the need to communicate with a customer. 

As the customer's circumstances and needs are unable to be ascertained, basic assistance 

signals the provision of direct assistance to the customer. 

Basic assistance typically includes the following: 

• emergency assistance 

• boarding assistance 
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The provision of basic assistance shall be implemented by a dedicated control button without 

voice or video communication. 

6.3. Provision of specific information 
Help points can provide specific information by communicating through voice or video with a 

customer to understand the customer's circumstances and needs. 

The provision of specific information shall be implemented through voice or video 

communication. 

6.4. Provision of specific assistance 
Help points can provide specific assistance by communicating through voice or video with a 

customer to understand the customer's circumstances and needs. Specific assistance typically 

includes the following: 

• emergency assistance 

• boarding assistance 

The provision of specific assistance shall be implemented through voice or video 

communication. 

6.5. Control and delivery of voice and video communication 
Where voice or video communication is necessary, the requirements of this section apply. 

Communications protocols are necessary to control and deliver voice and video communication 

over internet protocol (IP) networks. 

Protocols are specified for interoperability of control and delivery of voice and video 

communication. 

The following protocols shall be supported and used: 

• RFC 3261 Session Initiation Protocol 

• RFC 3550 Real-time Transport Protocol 

• RFC 2326 Real Time Streaming Protocol (RTSP) 

6.6. Voice communication 
Where voice communication is necessary, the requirements of this section apply. 

Audio codecs encode and decode a digital data stream of audio in a specific format. 

Audio codecs are specified for interoperability of voice communication. 
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One or more of the following audio codecs shall be supported: 

• ITU-T Recommendation G.711 Pulse code modulation (PCM) of voice frequencies 

• ITU-T Recommendation G.726 Coding of speech at 8 kbit/s using conjugate-structure 

algebraic-code-excited linear prediction (CS-ACELP) 

• RFC 6716 Definition of the Opus Audio Codec 

Other audio codecs may be supported provided that audio can be encoded and decoded with 

no additional licence cost. 

6.7. Video communication 
Where one-to-one video communication is necessary, the requirements of this section apply. 

The video communication requirements apply to one-to-one video communication and do not 

apply to CCTV surveillance of the help point. 

Help point units shall comply as an ONVIF device as defined in ONVIF Profile S Specification. 

Help point units shall comply with all mandatory features defined in ONVIF Profile S 

Specification and the following ONVIF conditional features: 

• video streaming – MPEG4 

• video streaming – H264 

• audio streaming 

• audio streaming – G726 

• NTP 

Video codecs encode and decode a digital data stream of video in a specific format. 

Video codecs are specified for interoperability of video communication and surveillance. 

One or more of the following video codecs shall be supported for video communication and 

surveillance: 

• ISO/IEC 14496-2 Information technology – Coding of audio-visual objects – Part 2: Visual 

• ISO/IEC 14496-10 Information technology – Coding of audio-visual objects – Part 10: 

Advanced Video Coding 

• RFC 6386 VP8 Data Format and Decoding Guide 

Other video codecs may be supported, provided that video can be encoded and decoded with 

no additional licence cost. 
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7. Functional requirements for human-system 
interfaces 
The engineering design process for the human-system interfaces shall use recognised human 

factors principles and comply with T MU HF 00001 ST. 

The general human-system interfaces are represented in Figure 1. The diagram is informational 

and is not intended to convey the solution architecture. The solid lines represent systems and 

system interfaces. The dashed lines within the solid lines represent subsystems and subsystem 

interfaces. 

Speaker

HELP POINT UNIT

Customer

AFILS

Display

Control 
buttons

Microphone

Camera
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shown in Table 1. 
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Table 1 - Human-system interface requirements for help points 

Function Microphone Speaker AFILS Display Camera Control buttons 

Provision of general 
information 

Not applicable Mandatory Mandatory Mandatory Not applicable Not applicable 

Provision of basic 
assistance 

Not applicable Mandatory Optional Optional Not applicable Mandatory  

Specific information or 
assistance with voice 
communications 

Mandatory Mandatory Mandatory Optional Not applicable Mandatory  

Specific information or 
assistance with 
one-to-one video 
communications 

Mandatory Mandatory Mandatory Mandatory Mandatory Mandatory 

 
© State of NSW through Transport for NSW 2017 Page 18 of 32 
 



T MU TE 61006 ST 
Help Points 
Version 1.0 

Issued date: 04 May 2017 
 

7.1. General requirements 
If a help point provides an emergency assistance function it shall be available at all foreseeable 

times that a person requires to notify a real or perceived emergency, not limited to normal 

operating hours. 

The customer using the help point shall be provided with immediate and recognisable visual 

and aural feedback to indicate whether the following actions are successful or not: 

• request to establish a session has been received and is being processed 

• session has been successfully established 

7.2. Aural and visual interaction space 
The user shall be able to hear, speak and see the help point from anywhere within the three 

dimensional space as follows: 

• 550 mm wide based on the shoulder breadth of a 95th percentile male 

• 1000 mm to 1750 mm based on the eye height range from a 5th percentile seated female 

to 95th percentile standing male 

• 700 mm long based on width of a 95th percentile wheelchairs and mobility scooters 

(parallel approach) 

• 1000 mm long based on eye position of wheelchair occupant (forward approach) 

This aural and visual interaction space shall be located immediately in front and centred on the 

help point unit, accounting for any allowable physical obstruction, as shown in Figure 2 and 

Figure 3. 

Note that the aural and visual interaction space is distinct from the clear space and 

circulation space requirements defined in Section 5. 
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Figure 2 – Aural and visual interaction space – sectional elevation and plan views 

Figure 3 – Aural and visual interaction space – three dimensional views 
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7.3. Microphone interface to customer 
If one or more microphones are provided by the help point unit, then the requirements in this 

section apply. 

The average normalised frequency response shall be as follows: 

• +3 dB and -6 dB between 200 Hz and 250 Hz 

• ± 3 dB between 250 Hz and 7000 Hz 

The microphone subsystem shall support automatic gain control and active noise cancellation. 

7.4. Speaker interface to customer 
The speech transmission index (STI) as defined in IEC 60268-16:2011 Sound system 

equipment - Part 16: Objective rating of speech intelligibility by speech transmission index shall 

be at least 0.5 using the ‘speech transmission index for public address (STIPA) systems with 

noise method. 

The operational background noise level shall be measured according to clause 7.8.2 and 

clause 7.8.3 of IEC 60268-16:2011. 

This value is consistent with the guidance contained within IEC 60268-16:2011  

Annex G category G for ‘complex messages, familiar context’ and the 'target value for 

voice alarm systems’. 

The average normalised frequency response shall be as follows: 

• +3 dB and -6 dB between 200 Hz and 250 Hz 

• ± 3 dB between 250 Hz and 7000 Hz 

7.5. Audio frequency induction loop system interface to 
customer 
If audio frequency induction loop system (AFILS) is provided by the help point unit, then the 

requirements in this section apply. 

AFILS shall be installed and made available to the customer within the aural and visual 

interaction space specified in Section 7.2. 

AFILS shall comply with Section 4 and Appendix A of AS 1428.5-2010 Design for access and 

mobility Part 5: Communication for people who are deaf or hearing impaired. 

For the purpose of applying AS 1428.5-2010, the ‘listening area’ shall be considered the aural 

and visual interaction space. 
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7.6. Display interface to customer 
If one or more displays are provided by the help point unit, then the requirements in this section 

shall apply. 

Except for character height requirements, displays shall comply with the relevant requirements 

of ISO 9241-303:2011 Ergonomics and human-system interaction – Part 303: Requirements for 

electronic visual displays. 

Character height requirements shall comply with Table 2 of AS 1428.2-1992. 

Displays shall be legible by those with reduced vision (6/12 visual acuity). The minimum 

contrast ratio (CRmin) shall be adjusted accordingly using a multiplier of 1.5. 

Minimum contrast ratio requirements do not apply for text and images that do not convey 

statutory or key information. This includes text and images that are decorative or that form part 

of a logo or branding. 

The minimum luminance levels for displays shall be calculated using equation D.11 from  

ISO 9241-303:2011. This is necessary as the relationship between the inherent capabilities of 

the display, illuminated environments, colours and the resultant luminance levels is complex. 

Refer to Table 2 for minimum luminance levels for displays in special case where the lightest 

and darkest colours are used to present statutory and key information. The use of any other 

colour requires a higher display luminance. 

Table 2 – Display luminance high state (LH) at end of life for various reflectance (ρ) values 

Areas Anti-reflective glass 
(ρ=0.5%) 

Anti-reflective 
glass (ρ=1%) 

Anti-reflective 
glass (ρ=2%) 

Float glass 
(ρ=8%) 

Indoor  11 cd/m2 15 cd/m2 20 cd/m2 50 cd/m2 

Shaded 180 cd/m2 340 cd/m2 640 cd/m2 Not suitable 

In the special case, the low state (LL) refers to the darkest colour that the display can 

produce in a given environment: black or off pixel. 

In the special case, the high state (LH) refers to the lightest colour that the display can 

produce in a given environment: white or on pixel. 

These levels are calculated using the adjusted CRmin and equation D.11 from  

ISO 9241-303:2011. 

The illuminance level (E) for indoor is assumed 500 lux based on a maintained 

illuminance of 320 lux from AS/NZS 1680.2.1 Interior and workplace lighting Part 2.1: 

Specific applications—Circulation spaces and other general areas with a system 

margin applied for degradation. 

The illuminance level (E) for shaded is assumed 40,000 lux consistent with that of 

shade in bright daylight. 
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The specular reflected luminance (RS) is assumed to be negligible. 

Display luminance shall be adjusted relative to ambient illumination to prevent discomfort and 

disability glare. 

7.7. Camera interface to customer 
If one or more cameras are provided by the help point unit for one-to-one video communication, 

then the requirements in this section apply. 

In accordance with T MU SY 10001 ST cameras shall provide coverage of the customer using 

the help point unit for the face recognition (FR) application objectives and resolution at medium 

recording frequency. 

7.8. Control buttons interface to customer 
If one or more control buttons are provided by the help point unit, then the requirements in this 

section apply. 

If a help point provides an emergency assistance function, then one dedicated control button 

shall be provided for emergency assistance. 

The help point unit shall have a maximum of two control buttons. 

When two control buttons are provided the design shall minimise the potential for the wrong 

button being selected and mitigate the error with a provision of adequate feedback. The use of 

the buttons shall be clearly distinguishable from each other and they shall be sufficiently 

physically separated in order to minimise inadvertent operation. 

In accordance with DSAPT, where practicable, control buttons should have a minimum 

dimension of 35 mm. Otherwise control buttons should have a minimum dimension of 25 mm. 

In accordance with AS 1428.1-2009, where practicable, control buttons should be raised proud 

of the surface and activate the control before the button becomes level with the surrounding 

surface. 

Where practicable, the height of the control buttons should be at a nominal height of 1000 mm 

and within the range of 900 mm to 1100 mm from finished floor level. 

Controls shall comply with the relevant Sections of DSAPT, in particular, Part 8 and Part 21. 

Note that an emerging common practice is to use a green button for an emergency 

function and a blue button for information. The use of red is now becoming restricted 

to fire alarms and controls. 
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8. Functional requirements for system-system 
interfaces 
The functional requirements specified in this section relate to the system-system interfaces. 

The system-system interfaces are represented in Figure 4. The diagram is informational and is 

not intended to convey the solution architecture. The solid lines represent systems and system 

interfaces. The dashed lines within the solid lines represent subsystems and subsystem 

interfaces. 

Figure 4 – Help point unit system-system interfaces 
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In infrastructure and premises, help point units shall comply with T MU TE 81001 ST 

Telecommunication Equipment – Physical Interfaces and Environmental Conditions, for the 

following physical environmental attributes: 

• power supply interfaces, if the help point unit is not configured as a power over ethernet 

(PoE) powered device 
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• earth connections, if the help point unit is not configured as a PoE powered device 

• equipment cords 

• environmental conditions 

• electromagnetic emissions and immunity 

8.2. Interface to wireless local area network 
If a wireless local area network (WLAN) interface is supported, then help point units shall 

comply with the data terminal equipment (DTE) requirements of T MU TE 41004 ST Packet 

Switched Networks – Wireless Local Area Networks. 

8.3. Interface to local area network 
Help point units shall comply with the DTE requirements of T MU TE 41001 ST Packet Switched 

Networks Wired –Local, Metropolitan, and Wide Area Networks. 

8.4. Interface to cellular network 
If a cellular network interface is supported by help point units, then the cellular modem and 

associated radio frequency assembly shall be capable of operating on all locally available bands 

from two or more carriers. 

Note that it is not required for the cellular modem to be capable of simultaneous 

operation on more than one carrier. 

Radio frequency assembly includes coaxial cables, filters, arrestors and antennas. 

8.5. Interface to network management 
Help point units shall comply with the requirements of T MU TE 81002 ST Telecommunication 

Equipment – Network Management. 

8.6. Interface to physical environment 
In infrastructure and premises, help point units shall comply with one of the following minimum 

‘IP code’ ratings as defined in AS 60529 Degrees of protection provided by enclosures (IP 

Code): 

• IP54 for indoor and sheltered areas 

• IP56 for outdoor areas 

In conveyances, help point units shall comply with a minimum IP code rating of IP54 as defined 

in AS 60529. 
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Help point units shall comply with a minimum IK code rating of IK08 as defined in IEC 62262 

Degrees of protection provided by enclosures for electrical equipment against external 

mechanical impacts (IK code). 

9. Non-functional requirements 
Non-functional requirements specified in this document include minimum standards for a range 

of quality attributes for help point units. These requirements provide a baseline for the 

assessment of system's performance. Help point designers may implement higher standards 

than those provided in this document to satisfy specific business needs. 

9.1. Availability 
The minimum availability requirement for a help point unit that provides an emergency 

assistance function is 99.9%. 

Availability shall be demonstrated by the reliability block diagram method as part of a reliability, 

availability and maintainability (RAM) program. 

9.2. Interoperability 
Help points shall comply with open standards for interoperability, unless otherwise stated in this 

document. 

9.3. Maintainability 
The design and location of the help point shall take into account the human factors for those 

maintaining and cleaning the units. 

If the help point unit is intended to be used in emergencies, then the unit shall implement 

continuous self-tests to detect and notify, functional, imminent and conditional failures of 

subsystems within the unit necessary for the emergency function. 

Preventative maintenance programs shall be identified and developed for all components that 

are modelled by an increasing failure rate such as fans, filters, transceivers, and connectors. 

Maintenance programs shall be implemented to detect imminent or conditional failures such as 

central processing unit (CPU) and memory exhaustion, interface overload and errors, high 

temperature, power supply current and voltage abnormalities. 

Maintenance programs shall be implemented for all assets to ensure that the hardware, 

firmware, software, and physical and logical configuration are as designed throughout the 

system life. 
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Where installed in a redundant configuration, cards and modules shall be able to be inserted or 

removed without affecting the system operation; that is, the system shall be hot swappable. Hot 

swapping shall be performed without issuing any system commands. 

9.4. Manageability 
Help point units shall support the following logical configuration management capabilities: 

• separate running and startup configuration datastores 

• retrieve all of a configuration datastore 

• load all of a configuration to a target configuration datastore 

• create or replace a configuration datastore with the contents of another configuration 

datastore 

• delete a configuration datastore 

• retrieve running configuration 

Refer to RFC 6241 Network Configuration Protocol (NETCONF) for information on configuration 

datastores. 

9.5. Performance 
Performance requirements with confidence levels and confidence intervals of the help point unit 

shall be specified to include at least acoustic and AFILS within the defined coverage area. 

The acoustic and AFILS performance shall be analysed using a simulation tool. 

Performance shall be verified by testing in accordance with T MU TE 81003 ST Test Processes 

and Documentation for Programmable Electronic Systems and Software. 

9.6. Reliability 
Failure models inclusive of the failure distribution and required parameters for all field 

replaceable units (FRU) that comprise a system shall be specified. For example, a common 

failure model is the constant failure rate (CFR) with exponential distribution and mean time to 

failure (MTTF). The CFR is the period in the life of a non-repaired item during which, the failure 

rate is approximately constant as defined in IEC 60050-191 International Electrotechnical 

Vocabulary. Chapter 191: Dependability and quality of service. 

The MTTF of all CFR field replaceable units shall exceed 150,000 hours. 

In infrastructure and premises, failure model parameters shall comply with the yearly average 

temperature for reliability, availability, maintainability and safety (RAMS) calculations as defined 

in EN 50125-3 Railway applications – Environmental conditions for equipment – Part 3: 

Equipment for signalling and telecommunications. 

 
© State of NSW through Transport for NSW 2017  Page 27 of 32 



T MU TE 61006 ST 
Help Points 
Version 1.0 

Issued date: 04 May 2017 
 

In conveyances, failure model parameters shall comply with the yearly average temperature for 

RAMS calculations as defined in EN 50125-1 Railway applications – Environmental conditions 

for equipment – Part 1: Rolling stock and on-board equipment. 

Acceptable methods for predicting the failure model for electronic equipment, as stated in the 

following standards, shall be followed: 

• IEC 62380 Reliability data handbook - Universal model for reliability prediction of 

electronics components, PCBs and equipment 

• Telcordia SR-332 Issue 4 Reliability Prediction Procedure for Electronic Equipment 

• MIL-HDBK-217F Notice 2 Reliability Prediction of Electronic Equipment 

Where multiple MTTF estimates are available, the lowest estimate shall be used. 

Failure models shall be justified by stating the data source, methodology, environment, 

assumptions and parameters. 

9.7. Safety 
Help point units shall comply with the safety of information technology requirements as defined 

in AS 60950-1 Information technology equipment – Safety Part 1: General requirements 

(IEC 60950-1, Ed. 2.2 (2013), MOD). 

9.8. Security 
In infrastructure and premises, help points shall be capable of detection and notification of 

tampering and removal. 

In heavy rail conveyances, all equipment shall be installed in accordance with 

T HR RS 01701 ST Mounting and Installation of Electrical Equipment. 

In light rail conveyances, all equipment shall be installed in accordance with T LR RS 01701 ST 

Mounting and Installation of Electrical Equipment for Light Rail Vehicles. 

9.9. Supportability 
In addition to the supportability requirements of this section, help point units may require type 

approval. Refer to T MU MD 00005 GU Type Approval of Products for further information. 

The supportability life cycle parameters for help point unit subsystem equipment are provided in 

Table 3. 
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Table 3 – Parameters for the supportability life cycle model for help point unit 

Equipment I (years) S (years) U (years) 

Help point unit 10 10 5 

Cellular modem 3 2 3 

An advance notice shall be issued by the original equipment manufacturer (OEM) more than six 

months (180 days) prior to the end of sale (EOS). The EOS is the date when the original 

equipment manufacturer withdraws a product from sale, both directly and through its authorised 

points of sale. 

Equipment comprising the help point unit shall only be proposed for use or submitted for type 

approval (if applicable) if the following two supportability requirements are met: 

• the OEM guarantees that EOS is at least 'I' years from the date of proposed commissioning 

• the equipment has been first offered for sale (FOFS) for less than 'S' years from the date of 

proposed commissioning 

The FOFS date is the date when the OEM first offers a product for sale in the 

Australian market. 

While product is available for sale, full software and hardware repair and replacement services 

shall be available. 

Software support services for operating system software shall be commercially available for at 

least 'U' years following EOS. 

Hardware repair and replacement services shall be commercially available for at least 'U' years 

following EOS. 

The use of existing installed products may continue while software support and hardware repair 

and replacement services are available after EOS. 

The use of existing installed products or assets should be discontinued when software support 

or hardware repair and replacement services are unavailable after EOS. Where discontinuation 

is not reasonably practicable, associated risks including increasing hardware failures, software 

functionality defects and security vulnerabilities shall be managed in accordance with 

T MU MD 20002 ST Risk Criteria for Use by Organisations Providing Engineering Services. 

Figure 5 shows the supportability life cycle based on time until EOS and Figure 6 shows the 

supportability life cycle based on time from FOFS. 
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Figure 5 - Supportability life cycle based on time until EOS 
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Figure 6 - Supportability life cycle based on time from FOFS 
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9.10. Sustainability 
Materials and substances used at any stage of the asset life cycle throughout the entire supply 

chain shall comply with the prohibited and restricted materials as defined in Industrial Chemicals 

(Notification and Assessment) Regulations 1990. 

Additional requirements for prohibited and restricted materials for conveyances are defined in  

T MU RS 17002 ST Prohibited and Restricted Materials. 

 
© State of NSW through Transport for NSW 2017   Page 32 of 32 
 


	Help Points 
	T MU TE 61006 ST 
	Standard governance 
	Document history 

	Preface 
	About this document 
	Table of contents 

	1. Introduction 
	2. Purpose 
	2.1. Scope 
	2.2. Application 

	3. Reference documents 
	4. Terms and definitions 
	5. Integration requirements 
	5.1. Integration within premises and infrastructure 
	5.2. Integration within conveyances 

	6. Functional requirements 
	6.1. Provision of general information 
	6.2. Provision of basic assistance 
	6.3. Provision of specific information 
	6.4. Provision of specific assistance 
	6.5. Control and delivery of voice and video communication 
	6.6. Voice communication 
	6.7. Video communication 

	7. Functional requirements for human-system interfaces 
	7.1. General requirements 
	7.2. Aural and visual interaction space 
	7.3. Microphone interface to customer 
	7.4. Speaker interface to customer 
	7.5. Audio frequency induction loop system interface to customer 
	7.6. Display interface to customer 
	7.7. Camera interface to customer 
	7.8. Control buttons interface to customer 

	8. Functional requirements for system-system interfaces 
	8.1. Common interfaces 
	8.2. Interface to wireless local area network 
	8.3. Interface to local area network 
	8.4. Interface to cellular network 
	8.5. Interface to network management 
	8.6. Interface to physical environment 

	9. Non-functional requirements 
	9.1. Availability 
	9.2. Interoperability 
	9.3. Maintainability 
	9.4. Manageability 
	9.5. Performance 
	9.6. Reliability 
	9.7. Safety 
	9.8. Security 
	9.9. Supportability 
	9.10. Sustainability 




