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Current Status 

■ From October 1st, the new GGUS is available in pilot mode: helpdesk.ggus.eu 

■ 200 Supporters registered 

■ Supporter role “Common” and VO roles assigned to all supporters 

■ ~60 real tickets processed 

Ticket statistics for October

http://helpdesk.ggus.eu
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Support Units & Roles Topology 

■ Roles 

■ User: default role for everyone 

■ Submit tickets 

■ View only own submitted tickets

■ Supporter: Common role 

■ Full read & write access to all tickets 

■ For Support staff for managing tickets 

■ GGUS Expert: submit new  tickets to 3d level and product teams 

■ Advanced support staff to manage escalations to  expert teams

■ Mini-Admins: 

■ Grant particular roles e.g. VO role for other users 

■ Special roles: TPM, TEAM, Multisites, ALARM 

■ Manage special workflows 
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Current Activities  
■ Three major migration phases till the end of the year: 

■ Role Assignment 

■ Ongoing: Special roles to be assigned

■ Support Unit Setup 

■ Started: details on next slide 

■ Training, Testing and Initial Operations 

■ Planned 
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Support Unit Setup: Services & VO Support   
■ Supporters of local GGUS SUs 

were asked to test own SU:

■ Submit ticket 

■ Update ticket 

■ Check notifications 
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Support Unit Setup: EGI & Software  
■ Every supporter was asked to 

test own SU:

■ Submit ticket 

■ Update ticket 

■ Check notifications 
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Next Steps 
■ Finish Role Assignment for special roles + tests 

■ Define Mini-Admins to manage different roles: VOs, Teams

■ Finalize Support Units Setup: 

■ Local GGUS  groups 

■ NGIs/Sites (in 1 week) 

■ Tests + operations 
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Documentation & Knowledge & Help 
■ Confluence Page (guides and description): 

https://confluence.egi.eu/pages/viewpage.action?pageId=278856856 

■ Broadcast messages with links to actions 

■ GGUS Knowledge base: 

https://helpdesk.ggus.eu/help/en-gb/3-readme 

■ TPM 

■ Training Webinars ( to be scheduled) 

■ Official Zammad documentation:

■ https://user-docs.zammad.org/en/latest/ 

Knowledge Base article

https://confluence.egi.eu/pages/viewpage.action?pageId=278856856
https://helpdesk.ggus.eu/help/en-gb/3-readme
https://user-docs.zammad.org/en/latest/
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Topics for discussion 
■ Team Ticket 

■ Do we need to implement TEAM → ALARM Ticket conversion?

■ Group Setup

■ 2 Options: 

■ Mailing list 

■ Group Membership ( direct notifications to personal email)  
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Thank you! 
Contact: helpdesk.ggus.eu (TPM) 

or 
pavel.weber@kit.edu


