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Dear friends,
Once again I thank all members of the ICCF Services Committee for their help and support since we last met in Pretoria, South Africa in 2012.  I am particularly grateful to those who have assisted in translating the server, to those who have contributed to testing new server features, operated the Help Desk and other essential tasks, and for the constructive support of all ICCF officials who have advised on server development for their particular areas of responsibility.  I am also grateful to our contractor, Martin Bennedik, who continues to offer ICCF an exceptionally high standard of service year after year, and to the ICCF President and Executive Board for their full backing and support.
I do believe that our server ‘product’ is of a very high quality and I am proud to be managing this project, however I can also see many areas for improvement; areas which I hope to address over the coming year.
Server updates
Features Completed in 2012/13 (Phase 10)
A detailed list of Phase 10 server updates is shown in Appendix A, highlights include:
· Further refinements of the Content Management System, which allows us to use the server as a fully featured website for ICCF, including a global search facility and the ability to present web pages in multiple languages.
· Support for events with multiple groups (not yet deployed).
· Improvements to the drawing screen, allowing Tournament Organisers to specify start order.
· Continued progress in globalising the server interface, including translations in German, Spanish, French and Russian; with translations in Polish, Czech and Japanese under development.
· Improvements to the email Marketing tool, these emails are now attractively formatted.
· Recognition of title norms on the player’s profile page, and downloadable certificates available.
· An enhanced helpdesk (more details below).
· Improvements to the conditional move interface.
· A link to Twitter, allowing players to check status updates when the server is unavailable.
Please note that the information in Appendix A is current as of 4th June 2013, however work continues through the year and it is likely that more outstanding tasks will have been completed by the start of Congress.  It should also be noted that Congress was held later than usual in 2013.
Features Planned for 2013/14 (Phase 11)
The Phase Eleven plan will be finalised during the Services Committee meeting immediately prior to Congress and will be presented to Congress with this report.
Source Code Review
Although we receive an excellent service from our contractor, Martin Bennedik, he does not represent a company which employs several developers.  Valid concerns have been raised in the past about the future of the ICCF server project should Martin become unavailable for future work.
It was decided in Pretoria last year to commission a review of the server source code by an independent developer to evaluate the viability of transferring the project to a new developer.
I am very pleased to report that this review was carried out by Wolfram Bernhardt of Germany, who confirmed that Martin’s work is of an outstanding quality and that we should have no concerns about transferring this to another developer should this ever become necessary.  In Wolfram’s words:
“The answer to the question, whether the ICCF website project could be continued by another developer – in case Martin wins the lottery and retires – is a clear and loud: Yes!
I wouldn’t expect any serious problems for an average senior developer who is experienced in the field of ASP.NET.
The code is absolutely readable and understandable; the documentation is way beyond what you would usually expect.
Of course a new developer always needs time to ramp up and climb into code he didn’t write himself. But in this code and the documents provided he can find all the help he needs.”
Project Management
In previous years we have used a rather clumsy system of recording planned development tasks using a Word document maintained by Martin Bennedik.  Whilst this approach has worked, it has become difficult to monitor progress without having regular updates from Martin.
For Phase 11 we will move to using a project tracking tool (Microsoft’s Team Foundation Server), which will allow the Services Director and other EB members to track progress and produce reports in real time, and which is fully integrated with Martin’s development environment and source code management.
Testing
Testing remains a constraint to our ability to add new features to the ICCF Webserver.
Before we are able to release new features, we need to comprehensively test these for any potential problems, and for usability, on our test server.  I am grateful to all ICCF officers, who are always willing to pilot new features which fall under their specific area of responsibility; however we do need to improve in this area, and some features have been delayed (for example the multi-group event feature) because we have not been able to comprehensively test and because of the implication of possible bugs in critical systems like tournament management, etc.
Testing requires a meticulous approach and fine attention to detail; previously we have made an open call to members of the Services Committee whenever a new feature has been released to the test area, however this has often resulted in incomplete or haphazard testing.
I therefore intend to implement a dedicated testing team.  Michal Volf CZE has very kindly offered to take on this task under my supervision, Michal has made an excellent contribution to testing already and I am very pleased that he is willing to lead the testing team.
Nevertheless, although I believe that a dedicated team led by Michal would be a great improvement over the current situation; there are situations where access to a professional testing service, for particularly critical or complicated systems would be an advantage over a volunteer tester such as Michal or me.
I ask Congress therefore, for a contingency budget of up to €1,000 for external professional testing to be used where it is not practical or feasible to test features within the Services Committee.
Helpdesk
The helpdesk continues to be maintained by Markus Hömske FRA.
At Congress in Pretoria a budget was allocated for a managed commercial helpdesk system.  Several systems were evaluated, however none were identified which met the particular needs of ICCF.  The problem was that the ICCF helpdesk is more of a ‘clearing house’ – support requests are often forwarded to Tournament Directors or National Delegates, and in the past only about 30% of messages have been related to technical problems and answered directly.  The commercial systems evaluated made the assumption that all enquiries would be answered directly by support staff, who were required to have accounts on the system.  As the cost of each of the systems evaluated was directly related to the number of registered user accounts required, it would have been prohibitive to purchase accounts for all TDs and NDs involved in ICCF.
An alternative solution was implemented on the server.
When a player follows the link to the helpdesk, he now sees a link to contact his National Delegate, he also sees a list of the events he is currently playing in; clicking these links allows him to send a message to the TD for that event (or his TC for team events).  This means that messages are now sent directly to the most appropriate person, rather than being redirected through the Help Desk.
Below these links is a diagnostic section, which automatically detects the most common computer issues previously diagnosed by the Help Desk (Browser compatibility, JavaScript enabled, and Cookies enabled).  This empowers more technically aware players to fix problems without the need to seek help.
Finally, there is a list of frequently asked questions (which will eventually be presented in the player’s own language) and solutions, which the player must read before contacting the Help Desk.
Before this system was implemented, the Help Desk commonly received ten to fifteen emails a week; this has been successful in reducing the number of support requests to four or five emails a week 
Security
Generally security is good and meets industry standards, however some minor issues have been identified and will be addressed; it would not be appropriate to give full details in this document.
The possibility of using an external service for email delivery will be explored; this will allow us to eliminate some of the risks associated with running a mail server locally.
Disaster Recovery
There have been a small number of minor interruptions to the webserver over the past year; these have generally been satisfactorily resolved by our hosting providers within the time specified by our Service Level Agreement with them; however this does highlight the reality that 100% availability is not possible.  Currently ICCF make no guarantee to players about server availability, however this raises three issues:
· The resources required to maintain a system increase exponentially as the expected ‘up-time’ increases.  We can’t design a robust disaster recovery policy without some specification; for example we don’t need to provide multiple redundant servers in geographically dispersed data centres if a period of several hours downtime is acceptable.
· Currently tournament directors may allocate additional time to players following a period of server unavailability; however there are not yet any guidelines for players or Tournament Directors regarding the length of time the server must be unavailable for before this time is added.
· It’s possible that a player might lose a game on time during a period of unavailability; as we don’t specify availability, a player losing on time might appeal after just a few minutes of downtime.
The server is a correspondence chess server, not a medical life support system, and we measure time in whole days; although inconvenient, a period of up to eight hours unavailability would not be disastrous for most players.  Additionally defining a maximum acceptable downtime of eight hours would allow us to design a robust and cost effective disaster recovery policy without having any unrealistic or unachievable expectations.
It is proposed, therefore that ICCF, in partnership with our external contractor and hosting providers, will endeavour to keep downtime to a minimum, but will guarantee that there will be no more than three periods of unavailability exceeding one hour in a seven day period, and no periods of unavailability exceeding eight hours.  ICCF will also guarantee that no more than one hour of data will be lost in the case of a catastrophic server failure.
The implication of this guarantee is that players cannot expect time to be added, or defaults reversed, as a result of server unavailability or data loss within the guarantee.  Appeals or claims in the event of server unavailability or data loss exceeding the guarantee (to be confirmed by the Services Director, or deputy) should be viewed as being valid.
If this proposal is accepted by Congress, we will design our redundancy, offsite backup, and data recovery strategy accordingly.
Documentation
The current state of server documentation, for Players, Tournament Directors, and Tournament Organisers, is inadequate.  Some of the older documentation has been removed because it was out of date and misleading, however we have not yet replaced this.
We now have an excellent content management system, which allows content to be displayed to players in multiple languages.  I will make it a high priority to improve this situation over the coming year; volunteers who are able to write clear and concise instructions for server users (which can include ‘screen-shots’, etc.) would be warmly welcomed, and are invited to contact me directly.
Document Archive
The ICCF server is a dynamic database driven application which does not lend itself to the storage of large quantities of documents.
A secure hosting service, provided by Amazon S3, has been established.  Currently this is used primarily by the Game Archivist for storage of PGN files, however this can also be used for storage of archived documents, such as Congress reports and minutes.
Documents stored on this system can be made publicly downloadable from links placed on the server, or they can be kept private to particular users and/or groups.
Video Meetings
A number of online video meetings have been held by members of the Services Committee.  The technology required for fully interactive real time video meetings, where debate or high level discussion is required is not yet widely available at the consumer level, however for brief meetings, or for meetings with a specific and focused remit, we have found consumer technology such as Skype or Google Hangouts to be effective and low cost.
The Services Committee can advise other ICCF groups or commissions on the use of this technology.
Webmaster’s Report
After the merging of websites the work has focused on updating content, news items and translations. The webserver core is currently available in the following languages: English, German, Spanish, French and Russian. Some content areas are still displayed mostly in English and Spanish.
Large documents needed to be hosted elsewhere due to security reasons. These files are now hosted in an Amazon S3 Cloud repository.
Nations & Zones pages have been updated to include content kindly provided by Mariusz Wojnar.
Gino Figlio PER
Proposals for 2013/14
1. The Phase Eleven plan (to be finalised at the Services Committee meeting in Kraków and presented to Congress) is accepted, and a suitable budget is allocated.
2. A provisional budget of up to €1,000 is made available to the Services Director to employ a professional testing service, in cases where it is impractical or unfeasible to test server features within the volunteer Services Committee.
3. ICCF will guarantee that from 1st January 2014, there will be no more than three periods of server unavailability of an hour or more in a seven day period, and there will be no periods of server unavailability of eight hours or more.  ICCF will also guarantee that no more than one hour of data will be lost in the event of catastrophic server failure.  Players should plan their games accordingly as claims or appeals will only be considered if server unavailability exceeds the guarantee (to be confirmed by the Services Director or Deputy).
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Austin Lockwood WLS, Cyfarwyddwr Gwasanaethau ICCF, Mehefin 2013


Appendix A: Completed Phase 10 Tasks
Documentation
· Search help/static content – Deployed
Globalisation
· Notes to cross tables have to support Unicode, and for messages exchanged by players – Deployed
· Globalise system messages improvements – Deployed
· Globalise event news (tournaments started and finished) – Tested
· Globalise table headers (Globalize headers which are not abbreviations, leave abbreviations, add explanations to abbreviations, globalize explanations) – Deployed
· Forbid non-Latin characters in player names – Deployed
Multi group events and related features
· Drawing screen when starting a tournament: Randomize order, order by rating, or manually change the start list order – Deployed
Better device support
· Touch screen support for drag and drop – Deployed and updated for IE 10
Ratings
· Import historical events from Eloquery – Deployed
· Attach rating reports to rating screen – Deployed
· Rating page design change  – Deployed
Title tournaments and norms
· Add notification of cancelled games in title tournaments to QC – Deployed
· Change of title requirements and norm requirements in the past (change norm requirements for SIM title post 213) – Deployed
Marketing tasks
· Extend cross tables with remaining information from old TD reports– Deployed
· Formatted text and attachments for mailings – Deployed
· Recognition of achievements on player details (e.g. title, medals) – partially deployed, not yet deployed tournaments won
· Send a PDF certificate of achievement to tournament winners, – partially deployed, not yet globalised or available for team events
Proposed improvements for players
· Store previous draw offers in move list (e.g. when switching to time stamps) – Deployed 
· Add resignations and draw acceptance to game log – Deployed
· List of all completed games of the player as PGN download – Deployed
· Game list: link on event name to go to cross table – Deployed
· On the game screen and board cross table, add link to team cross table in the bread crumbs – Deployed
·  Move links to previous and next board below the cross table – Deployed
· List of games is now sortable and improved – Deployed
· List of games now visible to everyone and applies viewing rule – Deployed
· The wording of "Email AC" on the game page menu  changed to "Email for Appeals" – Deployed
· Diagnostics page and FAQ for help desk contact – Deployed
Proposed improvements for TOs and TDs
· To avoid cases where the board event has a different name than the parent event:
· Not allow to change the name of a board event – Deployed
· Not allow to change the name of a parent event without applying changes to the boards – Deployed
· Also for short name – Deployed
· The leave rule “StandardSlo” should cause a warning or an error when used in unrated events, and a rated tournament without SLO should also cause a warning – Deployed
· Do not send a message that a player used more than 40 days, if the player has claimed an extension already – Deployed
· Observer role – Deployed
Other features
· Trusted users should see the account creator and creation date (if available) on player details – Deployed
· Display status of player on unconfirmed accounts list (Unconfirmed, offline, new, registered) – Deployed
· When the RC confirms an account in status unconfirmed or offline, automatically send a starter password – Deployed
· Allow to easily move a number of selected events to another header – Deployed
· Add warning when importing NF membership data that existing data will be lost – user has to confirm import – Deployed
· Games archive is available only to registered players – Deployed
· After four weeks on the pending list, an email reminder is sent to the ND or ZD, at this stage the status is changed to "Pending, Reminder Sent" and the RC may delete the account – Deployed
· Don’t allow player to register for an event until they are confirmed – Deployed
· Add registrations to player details visible to DE and TO – Deployed
· After 40 calendar days, without taking into account leave, have passed after an ETL without a claim, send a reminder to the TD – Deployed
· Conditional string submitted and committed by a player should be visible for him – Deployed
· If an account is deleted or confirmed by the RC, a notification is sent to the account creator – Deployed
Maintenance tasks
· Use proper mime type (application/x-chess-pgn) on PGN files – Deployed
· Improved error handling when not logged in and access to game denied. After logging in, redirect to game instead of to error page again – Deployed
· Status page hosted independently – Implemented with Twitter


Appendix B: Services Committee Nominations, 2013/14
I would like to implement a more structured format to the Services Committee for 2013, and propose the following personnel:
Chair: Austin Lockwood WLS (ICCF Services Director)
Ex officio: Jason Bokar USA (Deputy Services Director), Eric Ruch FRA (ICCF President), Michael Millstone USA (ICCF General Secretary). Other ICCF officers to be co-opted on an ad-hoc basis for consultation where appropriate.
Commissioners: Gerhard Binder GER (Ratings Commissioner), Neil Limbert ENG (Qualifications Commissioner), Gino Figlio PER (Webmaster).
Testing Team: Michal Volf CZE (team lead), Austin Lockwood WLS. All ICCF officials are expected to contribute to testing updates which fall under their specific area of responsibility.
Translation Team: Austin Lockwood WLS (team lead), Eric Ruch FRA, Gino Figlio PER (core team only listed here; other translators may be co-opted for specific tasks and languages).
Content and Documentation Team: ICCF Marketing Director (currently vacant, team lead), Gino Figlio PER (Webmaster), Eric Ruch FRA, Austin Lockwood WLS, Andrew Dearnley ENG, Arjen Oudheusden NED.
Accessibility Team: Austin Lockwood WLS (team lead), Peter Maylott AUS.
Helpdesk Team: Markus Hömske FRA (Helpdesk manager/team lead), Jason Bokar USA, Ian Pheby ENG.
