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m This presentation is not about Helpdesk, it's about Helpdesk project management

The story has been started in 2020...
2020:
m Initial ideas about EOSC Helpdesk (scalable system with modern interface and quick
integration)
m  KIT agreed to provide EOSC Helpdesk in the scope of INFRAEOSCo3 Call (EOSC Future)
m Consideration to migrate GGUS to the new Helpdesk platform
m 2021
m Technology assessment ( 5 candidates, 3 test-beds, assessment report)
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m Q2: Consultation talks with WLCG and other experiments
m Q3: Collection of requirements (WLCG & EGI & Experiments)
m  Qg4: Roadmap, analysis, prioritization, design and implementation plan
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EOSC Helpdesk

Promotional article

Could anyone look in these numbers or provide any reasonable answer or we need to escalate this ticket to TCB?
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Allesandro can you check if we have a problem on Drupal site or we should redirect the ticket to AAI?
Cheers,
Agnieszka
= A

| saw that you made the last message public, so visible to user, i set it back to internal
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I would first clarify if these documents 2239, 2240 exist and what is their content? Alessandro can you check it?

Dear Stefano,
As | said in the other ticket, we got this previously from you.

We are trying to identify who could give you the proper information/reply.
If you could give us what are these articles, how and where you submitted them, it would speed up your request reply.

EOSC Helpdesk Ticket Processing Interface
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EOSC Helpdesk: Status and Infos ST
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New EOSC Helpdesk is in production since March 1, 2022.
Communities: EOSC Future, CESSDA, C-SCALE

47 Support Groups: 120 CESSDA and 26 EOSC, 11 for C-SCALE
233 registered users and 55 Agents

~200 tickets for EOSC Future, ~1000 tickets for CESSDA

1st Line Support 1st Line Support 1st Line Support
CESSDA EOSC Future C-SCALE
Consortium
Support Groups Support Groups Support Groups
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Future WLCG Helpdesk: Release Management ﬂ(IT
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Idea, function or best
practice is accepted
Input from all partners as requirement Release ready

Prioritisation and

definition of timeline: SOOETIUEIEE ROLEES
JIRA issue ) release preparation deployment
\\\ ’/ \\\ /I
' K . ! Release 0.1
“\ /! . ; Release 1.0
“\ / S ' Release 2.0
\ / /
N/ N Release 3.0 etc...
J

Request to include idea, best practice or

new function in the roadmap Requirement in JIRA and can be tracked

m Iterative deployment process: Subset of functions->Release->Deployment->Testing->Validation
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Future WLCG Helpdesk: Timeline, next steps ﬂ(IT

m Current status:

m Theinitial draft of WLCG Helpdesk roadmap is ready

m JIRA Projectis created: https://its.cern.ch/jira/projects/HD4WLCG/issues/HD4WLCG-4

m 2 tasks (integration with GOCDB and integration with Service Now) have been prioritised
= Next steps:

m Collection of further requirements from all partners

m  Agreement on Helpdesk topology and description of major use cases

m 1st Helpdesk release - next year
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https://its.cern.ch/jira/projects/HD4WLCG/issues/HD4WLCG-4
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Thank you

pavel.weber@kit.edu
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