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Goals and Agenda

• R-COD & 1st line support organization
• Regional helpdesk
• Transition to EGI
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1st line support and R-COD 
organization in SEE ROC

• The SEE ROC comprises of 7 countries
• Each country has a “country representative” person in 

SEE ROC
• The country representative oversees the 1st line support 

in the country
• Each country may have also other persons performing 

1st line support
• The “country representative” will be initially R-COD 

member (or can designate a deputy for this work)
• The BG team will ensure the smooth transition to a fully 

national model with a backup R-COD for alarms and 
tickets that are not taken care of within 48 hours

• Initial training of country representatives has been 
performed.
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1st line support and R-COD 
organization in SEE ROC

• 1st line supporters: 
• Analyse new SAM alarms in regional 

dashboard at CIC portal
– Also watch other monitoring tools 

(Nagios, Gstat) 
– 1st line supporters can open tickets in 

regional helpdesk when they believe an 
alarm requires such ticket.

• If no resolution within 24 hours – country 
R-COD member reacts.

• If no action from country representative 
within 48 hours – BG team opens ticket.

• Communication within a country depends 
on the situation within the country – in 
some cases small number of sites and 
direct contact between 1st line support and 
site administrators. 

• Greece has registered  many R-CODs 
because they are going to implement 
periodic shifts of R-COD. At least for the 
beginning (every 2 weeks we will have a 
team). 
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Regional helpdesk
• The regional helpdesk 

integrates tickets related to all 
countries in the region – EGEE 
or outside EGEE and maintains 
interoperability with GGUS. 

• National helpdesks are not 
currently available in most 
countries, except perhaps GR. 

• The helpdesk has a 
knowledgebase. 

• A nagios portal at IPP allows 
(semi-)automatic ticket opening 
related to test failures. 

• It is expected that 1st line 
support will open such tickets 
when they consider an alarm to 
require such a ticket.
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Other regional tools

• Other countries in the region, 
that are not part of EGEE, are 
also tested from B&H and 
results are published in the 
BBMSAM portal, which may 
incorporate many kinds of tests 
and can monitor SLA directly.

• https://c01.grid.etfbl.net/
• The HGSM in Turkey supports 

site configuration management. 
Efforts are under way for 
ensuring GOC DB 
interoperation.

• https://hgsm.grid.org.tr/

https://c01.grid.etfbl.net/
https://hgsm.grid.org.tr/
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Transition to EGI

• We expect that gradually the need for 
backup from BG team will disappear and 
each country will be able to act 
independently.

• All production sites in SEE ROC support 
ops.vo.egee-see.org and in the future 
these tests may become the official tests 
to be used in EGEE/EGI for assessing 
site SLA conformance.  

• National helpdesks are not currently 
available in most countries, except 
perhaps GR. 
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List of country representatives

• Regional staff:
• Bulgaria – Emanouil Atanassov (alternate Mariya 

Durchova R-COD)
• Serbia – Antun Balaz  
• Greece - Ioannis Liabotis 
• Israel – Rafi  Sadowsky
• Turkey – Feyza Eryol
• Cyprus – Andoena Balla
• Romania - Alexandru Stanciu
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