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Software Provider
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Deployed Middleware 
Support Unit
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Issues found in production and reported to GGUS (or equivalent) will be assigned to this support unit.This support unit will investigate the issue assigned in collaboration with the middleware team, which will receive all the relevant informationIf the issue requires software changes, it is escalated to the middleware providersAn estimated time to fix will be provided immediately by the developers. The time to fix is related to the priority of the issue and its complexityIf the estimated time to fix is acceptable then a new release will be made by the developers, be certified and tested and enter into production as normal.Otherwise, this support unit will attempt to provide a workaround that solves the production problem.If no workaround is possible a patch that fixes the issue found in production will be attempted directly by SA3.The decision for the operations team to deploy a patch instead of waiting for a new revision or release fixing the issue from the external development team may have side effects. This decision, any risk and consequence by going down this route, is owned by the EGI Operations team and carried out by this support unit that will bear full responsibility for the changed component. The developers however will be kept in the decision loop, and suggestions from thuem will be taken in due consideration  



Software Provider SLAs

• EGI agrees to:
– Communicate issues, requirements, 

assessment criteria & deployment 
environments.environments.

– Involve the software provider in triage issues



Software Provider agrees to...

• Responsive Technical and Managerial 
contacts

• Security contacts & response
• Contribute source & binary packages as 

requested requested 
• Issue tracker, ideally integrated into GGUS
• Defined response to issues through a support 

team
• Provide a regular roadmap with new features 

and backwards compatibility
• Have a documented test & release plan


