
1 Introduction 
This document is meant as input for discussions in EGEE-III during the remainder of 
the project. It provides the view of people involved in user support on how this area of 
work should evolve towards a model that will not disrupt the support offered to users 
of the EGEE infrastructure, but will also allow for a smooth transition to EGI.  
 
One of the major problems the user support activity in EGEE encountered was by 
construction it was considered an operations task, and was therefore perceived from 
outside SA1 as something that could be happily live within SA1 only. But for 
providing successful user support it is important that all parties involved work 
together to shape an overall support infrastructure with clearly defined and tested 
procedures that guarantee a smooth functioning. 
Given the structure of the of the EGEE project to bring together all these parties and 
agreeing on a model for support that would work for the user and also for everybody 
working in support has been, and still is, a lengthy and sometimes strenuous 
process. 
If from the beginning user support would have been seen as across-activity task 
steered jointly by operations, by the middleware activity and the user communities we 
could have been quicker in reaching overall acceptance and success in this area. 
 

2 The future of first line support (from Maria’s draft) 
 
It will be taken from http://edms.cern.ch/document/1000210 when we make a 
selection from current suggested models A-D. 

3 Middleware support 
The user support concerning middleware problems has been done on a best effort 
basis in EGEE III. 
To avoid this situation after the end of EGEE III it is important to identify which are 
the active parties in providing support for the middleware. Most likely it will be a joint 
effort shared by 
• the Product Teams 
• the different Consortia 
• UMD 
• the Middleware Unit within EGI 

3.1  gLite 
The middleware known as 'gLite' is the middleware produced by the various EGEE 
projects. After the end of EGEE III it will be developed and maintained by the gLite 
consortium. 
 
The support for the gLite middleware is currently done with middleware SU inside 
GGUS. These SU are second level of support inside the GGUS system. As such they 
benefit from a first triage by the TPM, who also try to add to the ticket as much 
information as possible and open bugs directly in the savannah system if the problem 
is identified as a bug.  
 

http://edms.cern.ch/document/1000210


The plans for the gLite middleware support are under discussion. What is understood 
so far is that the product teams will provide the effort for maintenance and support 
themselves. But it is not clear if the effort mentioned covers also GGUS or only the 
other channels (savannah and mailing lists mainly) used so far. 

3.2 UNICORE 
UNICORE support is realised through the tools provided by SourceForge.net, which 
is also used as the UNICORE code repository. Source forge provides a bug/feature 
tracker and a support mailing list.  
In D-Grid, where UNICORE is one of the supported middleware stacks, a UNICORE 
support unit exists within the D-Grid help desk system. UNICORE issues are 
assigned to this support unit and tickets are updated in the D-Grid help desk by 
UNICORE developers.    

3.3 ARC 
The modus operandi for ARC support today is that all ARC related issues goes to the 
NDGF/NE-ROC collaboration from where they are addressed. Not many ARC issues 
take that route as ARC users/sites are used to another support mechanism: the 
nordugrid-discuss mailinglist, where they usually get help to solve their problem from 
other users.  
However the ARC consortium is aware that this method might not scale in EGI, and 
we might see ARC issues discovered by users not aware of the nordugrid-discuss 
mailinglist etc. 
Forming an ARC support unit from the NDGF/NE-ROC staff together with some of 
the ARC developers might be the right way forward in EGI. NDGF can coordinate this 
as they have people registered in and looking into GGUS all the time already, but this 
has to be discussed further also with the NE-ROC team and some of the ARC 
developers not directly related to NDGF. 

3.4 DEISA 
DEISA has a Trouble Ticket System, both used for Operation and User Support 
purposes. It is an infrastructure project that might have interest in being interfaced 
with GGUS in the future. 
 

3.5 Other components  

3.5.1. dCache  
dCACHE has SUs that works on tickets in GGUS and the D-Grid Helpdesk 

3.5.2. Castor 
Castor has an SU that works on ticket from GGUS that are sent directly to the 
relevant support unit inside the CERN ticketing system (not the ROC CERN ticketing 
system). 



4 User Communities 

4.1 SSCs 

4.2 VOs 

4.3  
 

5 GGUS coordination 
 
The coordination should either be in EGI or an international task that someone can 
take carry forward on behalf of the community.  
 
The coordination should be done jointly between the EGI Operations Unit 
(responsible of and representing the operational support units (NGIs and operations 
tools, security, TPMs, some of the third level units), the EGI middleware unit 
(responsible of and representing the middleware, and release units, some of the third 
level units) and the User Communities (VO support units). It is the only way in which 
GGUS can guarantee to take into account all the needs of the different communities 
it serves. And also it can guarantee the users that their problems will be addressed in 
a timely manner. 
 
The various parties represented should have a way to enforce actions on the SUs. In 
order to define what are the duties of each SU it is probably envisageable to  define 
SLAs between GGUS and the various SUs. There should probably be various 
categories of SLAs, depending on the level of support (first, second or third), and 
also on the nature of the support (it should be acceptable for middleware tickets that 
are bugs to have a long resolution time). 
 



User support coordination

 

5.1 The future of USAG 

5.2 Escalation 

5.2.1. Escalation procedures 
 
The escalation procedure can be either triggered by a user or by a member of USAG.  
 
The escalation of a ticket by a user is achieved by clicking on a button of the ticket 
itself. It has three steps: 
• the first level of the escalation is a reminder to the SU themselves 
• the second level is the involvement of the TPM who will try to intervene to 
solve the ticket or in any case watch the ticket closely 
• the third level involves contacting GGUS and a representatives from the VOs 
and a representative from the ROCs. 
 
There is also another way to identify tickets that need attention and that is the 
escalation reports. Escalation reports are a way for each of the different bodies 
involved to identify tickets that require actions. The escalation reports are produced 
weekly, every Monday afternoon and available from the GGUS homepage.  

5.2.2. Escalation bodies 
 
An escalation body should be foreseen to which tickets could be escalated. It should 
also have a proactive role in identifying tickets left unattended for several days if not 
weeks.  
 



Coordination would involve the reporting of the escalation in various bodies for the 
tickets that are left unsolved and reported in the 'Escalation reports”. And also there 
should be a body as the third level escalation report (currently GGUS+SA1+VOs) to 
pick up unhappy users and carry their complaints forward, addressing the issue with 
the relevant parties. 
 
The escalation body should have a way to force the SU concerned to act on a ticket. 
To achieve this the escalation body should have representatives from the various 
communities that provide the support activity, i.e. operations, middleware and user 
communities. Middleware tickets should be escalated to the EGI MU or to the UMD, 
or to the relevant software provider/consortium, operation tickets should be escalated 
to the EGI OU, and VO tickets should be escalated to the EGI UCO.  
 

6 5 Clarification of roles 
 
The EGI_DS document provides these figures for GGUS user support. 
 

Maintenance and development 2 FTE 
Triage 2 FTE 
Requirement gathering 0.5 FTE 

 
 GGUS is going to be asked to communicate with SA3 and JRA1 on prioritization of 
bugs. 
 
There is no effort foreseen for coordination in the above figures. 
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