These are the use cases, organized in themes 
(work in progress):
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Background information on this document

What are user stories?

To introduce the methodology, have a look at something called a "user story": http://en.wikipedia.org/wiki/User_story or http://www.agilemodeling.com/artifacts/userStory.htm

In short, these are the least technical forms of "use cases" that we can easily write together. Don't worry about "estimation" or "priorities" at this point, this will become relevant in a later stage. So, it is OK to work on user stories that don't seem "as important" and you also don't have to worry about complexity.

We will use only plain English (prose) to create the stories, so no need for diagrams or bullet lists. Write it as you would tell it to a person! (Also, please use the following "actors" in your stories: "host", "traveler", "administrator" or "member", depending on the role that is assumed in the story. "member" can basically be anyone, so it is for actions that anyone can and will do, like messaging another member.)

The goal will be to write several of these "stories" within each "theme". Some stories can form an "epic" together if they are to be executed in a sequence ("joining Servas" can be such an epic).

Stories are not supposed to contain very technical details (e.g. database details or technology choices).

Try to keep the stories as free from opinion as possible (don't use "I believe that ..."). If it's really necessary you can use comments for this (use "Insert -> Comment" in the menu). For the same reason, we suggest not to use colors or other special markup.
The document was prepared for a May 2010 Developers meeting, and the most recent changes were made in June 2010.
Theme 1: Registration & verification - making contact with Servas

How does a host join? How do we make sure they are who they say they are (verification)? How do they get interviewed? How do people that are already in the system (e.g. Dolphin) get started? How does a traveller join? How do we make sure they are who they say they are (verification)? How do they get interviewed? What if they have been a traveller before?
 

Story 1a: Contact Servas using direct email

A function is provided for the interested person to go to the appropriate country page (where they are at the time of their interest, or their home country), where the email addresses or telephone numbers of their local contacts are listed. In this case, they would not enter any information, but would have the opportunity to email with or talk to a Servas contact person. This avoids any processes to track queries forms, but does not tell the system when there are queries or anything about the people who are interested. It is expected that in quite a few of this inquiries, the interested person will eventually be encouraged to fill out the online application form. If for some reason there is no direct email address or telephone number available for the country in question, the interested person is directed to either use the online query form or to send an email to the a generic "world" address.

Story 1b: Online application for membership (traveler/host/...)

An interested person learns of Servas somehow and goes to the ServasOnLine web site. Here they will find an online application form. The interested person decides to submit the form. He or she is asked for their location and/or language preference. As default, the starting language should be chosen automatically from the program as the Operating System or browser language. 
The interested person is offered to make a self registration to the web site to save the personal data entered. This will create an inactive account in the system (to be either activated after an interview or deleted after a long period of inactivity). The registration will be secured by a notification email with an affirmation link to confirm the email address.

Before actually creating a new (inactive) profile, the system should check to see if the person that is applying is not already known to the system. If their name and location is recognized, they should be offered a "password reset" to continue with the already existing profile.

ServasOnLine then matches the query with the country (Servas national group). If there is no country match the query will be posted to a SI Query coordinator group.  When the Query is bound to a country it can be forwarded to a national query coordinator or according to country specific rules to regional interviewers or regional coordinators. The country specific rules will follow a geographically defined region.

The contact person (such as an interviewer) will be notified that there is a query. The query is also put on a monitoring list. The monitoring list will be observed by a query coordinator or regional coordinator who can shift a query to a standby person. The contact person is expected to send a reply to the interested user, so that their specific questions can be answered. If the query has not been replied to in a reasonable time-frame (e.g. one week), it is "escalated" to other volunteers (National Secretaries, Query coordinator, SI Host List Coordinator).

In best case the interested person will be offered an interview date.
In any case the contact person should enter the status of the query into ServasOnLine, such as

· no contact possible 

· not applicable 

· appointed for an interview


If a query comes from someone who is already travelling, they will be given a contact close to the place where they are at the moment as indicated by the interested person. The local country will know how to handle queries from local people and also from travellers. The home country will be asked if there are any valid objections against the interested person.

Sometimes a person may want to join as a member where there is no local contact. In these cases, their query will go to the Distant Interviewer Team. The same joining process will occur, except that the interview might be by Skype or telephone.

At the interview, the person is given an orientation to Servas. 

If they are accepted as a member/traveler/host (or a combination of traveler and host), they complete privacy steps and receive instruction on how to arrange visits, including ‘best practice’ rules for good travelers/hosts and how to deal with problems if they should arise. 

Next steps are to pay the dues, to generate an "eStamp" (a unique identifier of the membership, valid for a year) and to physically print a Letter of Introduction (this is a "classic Servas document").

In some cases the Interviewer may be able to take these steps immediately, 

and the interviewer validates the members profile implicitly by generating the eStamp (only for people that sign up as traveler).

In other (country specific) cases the interviewers never take money in cash for Servas. If the member pays by bank transfer, it will take some time until the validation can be done and the validation has to be done by the owner of the Servas bank account (for example national treasurer or regional coordinator).

Another payment scenario is an online payment by the user (using a credit card for instance). If this system is available, the profile doesn't become fully active until this payment is made, which may be done at any time during or after the interview.

For further information on fees, eStamps, etc, see Theme 3 ("Fees & donations"). Keep in mind that as long the fee system is not implemented; it is possible for the interviewer to manually activate the profile.

In any case the interviewer enters the data of the interview into ServasOnLine (date, location and implicitly interviewer's name) The data will be linked to the member’s profile. For this and for generating the eStamp the interviewer needs to have internet access and a valid ServasOnLine account. If he doesn't have internet access, he needs a helper who has online access.
Once the profile is validated, it becomes visible in the ServasOnLine system. Each individual has a separate profile and eStamp (if applicable), and decides what information is visible, although there may be certain 'required' information.

Note: The interviewer must have a profile, although they might be a member but not a host or traveller. This is because, in some cases, a person may not be able to travel or host for a period of time, but they will agree to continue as an interviewer.

Note: Members of a single household have separate profiles. They can indicate their connection in the ServasOnLine system. It is also expected that fees - if they are applicable - are paid individually.

Story 1c: Membership renewal (traveler/host/...)

Most memberships (traveler and host) have a one-year duration. When this period is over, they are given an opportunity to renew their membership. They do not need to have another interview, so all that is needed is to check and update the profile, to pay the dues and (if applicable) the recipient of the dues (interviewer or regional coordinator) will generate an "eStamp".

If there are any comments on the person’s profile they might be discussed with the person.  The person will also be reminded about the privacy policy and how to arrange visits.

Story 1d: Off-line membership (traveler/host/...):

If a person does not use computers, they can still use the original way of joining Servas. If they are accepted, the interviewer creates their profile on ServasOnLine. Once the profile is validated, it becomes visible to hosts (and travelers?). Each individual decides what information is visible, although there may be certain 'required' information like the visibility of an address or phone number (to be able to reach the member). The interviewer discusses this with the member. The profile of an off-line user is different in a sense that the system cannot send messages to them through email. This should be clearly marked.

The underlying assumption is that offline travelers will actually have a profile in ServasOnLine as well, but it is not managed by them.

Theme 2: Letter of introduction & profiles 

How are hosts and travellers represented by the system? (“Who are you and what are you like?”)
Story 2a: Completing a profile

The user profile should be editable by authorized persons and by the user himself/herself. It can be edited as it is created or later. Certain elements are locked however (see "Profile updates" story below).

The profile offers many sections. The person can complete and change certain parts as they like. Other sections are maintained by the system (membership type) or locked from editing (e.g. name and address). Also, they can decide which are shown to other approved hosts and travelers, and which are only shared once they have arranged a visit. These include:

· The membership type: Day or day & night host, traveler, contact, local volunteer, etc.

· The approving person (if applicable)

· Basic information: gender, age, location, contact information 

· Username and password

· Family, friends 

· Interests 

· If vegetarian or vegan

· Travels 

· Other places lived 

· Languages spoken 

· Organizations belong to 

· A brief description of how they see themselves 

· Pictures

· Date and Time of registration or changes in the persons profile

For Hosts:

· Number of persons they can accommodate (if host)

· Household structure 

· Address (being able to enter more than one address would be good)

· Amount of advanced warning 

· Smoking, pets, sleeping bag/sheet (necessary, advisable, not necessary), lodging-only, hospitality for long period, if house is accessible to handicapped...
· Directions to the address

· Notes like “when traveling and not available as host”

For Travelers:

· EStamp number and starting day 

· Specifics about current travel plans 

· Emergency contact information


Email-addresses are part of the profile, but they will be always hidden for other users. The reason is to avoid spam-mails. ServasOnLine has an internal system to send (non-anonymous) messages. The email-address will be used only by the ServasOnLine system to send notifications (such as new requests, ServasOnLine- or Servas- announcements).

To help protect their privacy, certain elements may be hidden by the user:

· Name (if this is hidden, the user-name or another chosen nick-name should appear in the lists)
· Address (only local, not the town) and how to reach it
· Telephone and mobile number.
· Other contact info, like Skype or ICQ names.
Note however that this possibility doesn't apply to off-line users since it may make it impossible to contact them if they decide to hide everything and if they don't have an email address.

Story 2b: Updating a profile

Users are allowed to change certain parts of their profile, but other things are "locked" after the application approval (e.g. name, address, telephone number and main picture). These elements can only be changed after contact with a local volunteer admin.

Alternative: The system allows a member to change this specific information, in which case an automatic admin notification and approval system should be in place so the new information can be checked before it becomes active.
Theme 3: Fees & donations 

How are membership fees and LOI fees handled and other financial transactions like donations?
Story 3a: Traveller, host and member fees

Each country decides the rules for how much a traveller pays to become a traveller, host or member, what period of time the payment covers, and how to account for the money within their country. They also decide the methods of payment.

The SI General Assembly decides how much of the traveller fee goes to SI to be used to support developing Servas countries (stamp contribution), and the currency to be used for the SI accounting. The SI General Assembly decides when the country stamp contributions are sent to the SI Treasurer.

Story 3b: Donations

Individuals can make donations to SI. These donations can be for a particular thing, or simply for general use. SI is not a registered charity, and so does not provide tax receipts for income tax purposes. ServasOnLine facilitates SI world-wide tracking of donations, and the allocation of those donations as requested by the donor.

Story 3c: Fees and donations administration

ServasOnLine tracks the payment, method of payment, purpose of payment (fee/donation/...) and associated profile. ServasOnLine facilitates the per-country accounting of all payments. This includes all requirements for internal and external auditing.

Story 3d: Administer local helper

The national secretary is granted the rights to administer his country's organization and helpers.

· He can delegate his full rights or parts of them. 

· Delegations of rights can be cascaded to further helpers.


There are typical tasks (roles) to do like

· national secretary 

· treasurer 

· IT coordinator 

· regional coordinator 

· interviewer 

· additional helper

but from one national group to the next there are many differences in the rights of the same role. 

So the definitions for the rights of a role have to be flexible.

In many cases a role is only valid within a geographical region or sets of regions or sub-regions. 
Many of the roles need to have one or more substitutes.

Especially tasks concerning money differ from county to country.

· who is allowed to take fees and donations from travellers and hosts? 

· who is responsible for a bank account? 

· how is the money transferred to the national treasurer? 

· which ways of payment are accepted (cash, bank transfer, cheques)

Each financial transaction has to be tracked in ServasOnLine
· on one hand to give travellers and hosts the validation 

· on the other hand to report the transactions of helpers.

Story 3e: The eStamp

The idea of the eStamp is to replace the Servas LOI Stamp with a generated unique code. The code is printed on the LOI.

Everybody who has internet access can verify the validity of an eStamp by just entering the code into the ServasOnLine system and basic data of the LOI will be shown, such as:

· issuing country 

· valid from ... through 

· initials of the traveller 

· a portrait picture of the traveller


If an interviewed member is logged in to ServasOnLine and enters the eStamp code he will see the full information of the LOI.

The LOI does not need to be signed by an interviewer or regional coordinator because the validation is possible by ServasOnLine at anytime.

A Traveller himself can print his LOI and it can't get lost.

Typically an interviewer will generate an eStamp after a successful interview after the fees have been paid by the traveller.

Or a regional coordinator will generate an eStamp when there is a repeated traveller (payment required, too).  

The eStamp appears in the traveller’s profile.
Theme 4: Using the ServasOnLine to travel/host

Story 4a: Searching hosts using region lists

Logged-in and approved travelers and volunteer administrators can look for hosts using geographical lists. They first choose the country, then region and then town. During these choices the system shows how many members are there (in the country, region, town). At this point he gets one on-line list that is a table where each row contains essential information (a small picture, name or username if the first is hidden) and a link to the user profile.
Story 4b: Searching hosts or travelers using keywords

Logged-in and approved travelers, members, hosts and volunteer administrators can search for ServasOnLine profiles using a form with a number of criteria (including geographic information, name, keywords in the profile, type of membership, etc). The result will be a list of matches (picture+username or name and a link to the profile).

ServasOnLine may offer maps with profiles indicated, and also other organizations which might be of interest.

Story 4c: Showing regional information

Whenever geographic information is used (for instance when using a geographical search), ServasOnLine offers a link to the country information pages to give the traveller country-specific Servas information (similar to what is now in the introduction pages of the host list).

It can also have links to the regional, local or special interest pages (see "Community profile" story), to offer the traveller this information to help in his or her decision.

Story 4d: Search for people in places in local languages (moscow, moscova, moscou ...)

Place names may be presented in various common forms - e.g. Roma and Rome, with a clear indication of the spelling in the local language. Of course, this becomes more complicated with different alphabets (e.g. Russian or Japanese). ServasOnLine allows for these different spellings in the search.

Story 4e: Profile bookmarks
While looking for hosts, it is possible to bookmark member profiles. The bookmarked profiles go into a personal list. Persons of this list may be chosen with a button in the person's profile window "add to my list" or "bookmark this profile". The shown list of preferred profiles should contain only essential info: picture, name, country, plus a text area to fill with "my comments" or "my notes" (on this profile). 
Story 4f: Traveller requests a visit

Once the traveler has found a potential host using one of the search methods, he writes a 'free format' message to them using a link on the host profile. They mention who is travelling with him/her, the relevant date(s), etc.

The host receives the request by email. The message automatically contains a link to the traveller's profile. They would normally look at the traveler’s profile on ServasOnLine, and the dates the traveller asked to visit, and make a decision.

The host replies using the ServasOnLine email from the traveller's request.

If the host says no, that is the end of the process.

If the host says maybe, the two correspond until the host decides yes or no.

If the host says yes, they exchange details and make arrangements.

Story 4g: Problems with host information accuracy

If a traveler discovers that they cannot contact a host through ServasOnLine, the host is no longer hosting, or if offline, using the contact method given, they can notify the Host Reliability Team. To do this, they click on a button, and fill in the host name and what the problem is.

If a traveller learns that the host listing is not accurate, they can suggest that the host updates their information or contact the Host Reliability Team by clicking on a button, and filling in the host name and what the problem is. 

The Host Reliability Team will investigate, usually though a local contact person.

Story 4h: Mediated feedback

There are various points of view about on-line feedback. This is not something that Servas has ever used, and it does not 'feel right' to some people. Therefore, before anything is done with this story, it needs to be decided if the concept is one that we want. There are different ideas about what to include related to public comments (positive or negative). Servas has existing processes for dealing with host or traveller problems and it is not agreed how much of this should be in the on-line system.

After a traveler has visited a host, Servas Online allows for feedback regarding their experience which may have been positive, negative or mixed. Of course they may just send a personal (private) thank you message, but it is also possible to provide "public feedback". The purpose of this public feedback is multi-fold: It enforces the trust that the community will have in the host/traveler involved or encourages to the host/traveler to do better next time (in case of a negative/neutral experience). It also provides the community with a 3rd party description which actually may even be more representative than the actual host/traveler profile by talking about an actual experience.

Comments are entered by the host or traveler on each other’s profile, where information is asked of the circumstances of the encounter (who was hosting, who was traveling, etc). They may do this asynchronously (meaning the host and traveler make an independent choice of whether and when they will enter a comment). The comment may be marked as "positive", "negative" or "neutral".

All comments are sent to the other person (host comments sent to traveller, traveller's comments sent to host) so that both are comfortable with them before they go on the public site. There is also a central mediating group to deal with negative and inappropriate comments. If a negative comment is entered on the site and the host and traveller cannot resolve it between themselves, the national secretaries of both traveler and host are notified of this "negative experience". They will then take up contact with the involved parties and take appropriate action. This may include "making peace" between both parties or terminating the host/traveller role of either parties (in extreme cases) which could involve warning to other hosts/travellers. In some cases the comment could be left "as is", namely a negative comment, but with the agreement of both parties.

Once agreed to, the comment is made clearly visible on the profile of the intended host/traveler for other users of the system.

Story 4i: Complaints after hosting

From GA 2009: Complaints about hosts or travellers are dealt with by representatives of the affected national groups. A complaint can lead, for example, to the requirement of another interview or to the exclusion from Servas Online.
Generally: Every interviewed member may open a complaint if a traveller's or host's behaviour is not Servas-like. A complaint will be dealt with by representatives of the affected national groups. They will work as troubleshooters. The conversation will be traced. In serious cases a member can be excluded from ServasOnLine. The dealing with complaints is not public.

The procedure will be the same as it was before ServasOnLine.

If there is a problem during the hosting experience, in many cases it will be because of different expectations based on their cultural backgrounds. The first step is to try to discuss the issue with the traveller. If this does not work, or is not possible, the host can consult their local contact person for advice and possible mediation.

A Servas conflict resolution team will then get involved. After considering all perspectives, it is possible that the traveller's LOI will be taken away or that the host is taken off the host list.

If it has been decided by Servas key people that a host or traveller should be removed, then the person should be told of this decision. After they have been told, their access to the online system will be removed but their data remains in the system (invisible to all except administrators and interviewers). This could be used by interviewers to ensure that someone does not go to another country and apply. Very clear guidelines would be needed around how a profile gets blacklisted in such a manner.

It has been suggested that the blacklist could also be used by hosts or travellers when considering a visit. This would imply that it is available to many more people, and so the implications would need to be carefully considered.
Theme 5: National Groups, Volunteering and local action

How can members join volunteering efforts and local activities (like chapter meetings)? How can Servas member countries organize themselves through the system? How individual can different countries be? Community groups  
Story 5a: Administering Servas

The key roles in a country, an area or in Servas International change. When a person's role changes, this information must be entered into ServasOnLine. 

An administrative group would manage this function internationally, and each country would manage it within their country.

Each country can decide on their organizational structure, the key roles and the rights of those key roles. For example, in one country, interviewers might process payments, and in another country only the Treasurer might process payments. 

The ServasOnLine system will need to have a list of possible roles and permissions so that the roles and permissions can be managed. 
                                                        
Story 5b: National Groups information

Each national group is in itself an independent body of volunteers. Each national group could be considered as a Servas community within Servas International.

The national groups have assigned volunteers with specific roles in the community (e.g. secretary, interviewer, etc). These roles reflect what the volunteers can do for ServasOnLine users that are in "their" area, for instance doing an interview or registering payments. This information can also be used for instance for "Query from an interested person" to get a localized response. National groups are linked to the payment system (e.g. Servas fees, but also other things like donations).

Each country would have a page on which it could present information to its members and also to people who are interested in visiting the country. This information could include:

· How does Servas work in this country 

· How can I find out what is happening in this country 

· How can I give suggestions or feedback to this country 

· Who do I contact for more information, and how (e.g. link to send an email to the contact in your region)

Story 5c: Community pages / Local organization

Community pages provide a way to connect with those people who are interested in a particular place or subject (e.g. hosts who also run B&Bs, travellers interested in local dances).

Another important purpose for a regional, local or special interest community page is to be able to coordinate local volunteer efforts. This means being able to notify people of new initiatives and provide communication tools (message boards, etc) to help during the project itself. This is especially helpful when recruiting volunteers.

These communities would be able to get a page that is similar to a user profile. In this way, it can act as "one entity" on the website, so for instance it is possible to send a message to a community profile or even to request hosting. The community profiles would be linked to administrators and possibly community members' profiles (if they are present in the system and if they wish to do so).

To prevent abuse of the system, the community pages are carefully monitored by ServasOnLine administrators. Approval is required to be able to start a new community page and the roles that are available for a community is determined. The Servas members know exactly about the project, who is quite detailed about who can fit the criteria. The organization’s participation is monitored by participating in their projects at a local level (which provide a useful resource also for local "get togethers" or Servas members).

Communities can be contacted while traveling, when travelers wish to participate in the communities activities. (For instance, you could volunteer for a weekly soup kitchen in the city you are visiting.)

The community pages should also have a way to provide suggestions or feedback. If the feedback is negative, it could also trigger a conflict resolution process.
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