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� Some General Remarks - 1 :

- W e  s e e  t h e  c e n t r a l  u s e r  s u p p o r t  t e a m s  a s  a  v i r t u a l  
o r g a n i z a t i o n  a b o v e  a l l  t h e  G r i d  O p e r a t i o n  C e n t e r s .

- T h e y  a r e  n o t  d i r e c t l y  i n t e g r a t e d  i n t o  a  l o c a l  
o p e r a t i o n ,  b u t  t h e y  c a n  ( a n d  s h o u l d ? )  s h a r e  t h e  s a m e  
l o c a t i o n  a n d  t h e  s a m e  s y s t e m .

- T h e r e  i s  a l w a y s  o n l y  o n e c e n t e r  o n  d u t y  f o r  t h e  G r i d  
u s e r s .  

- W e  s e e  t h e  c e n t r a l  u s e r  s u p p o r t  t e a m  i n  d u t y  a s  t h e  
o n l y  i n t e r f a c e t o  t h e  G r i d  u s e r s  ( s e e  o v e r n e x t  s l i d e )
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� Some General Remarks - 2 :

- T h e  t h r e e  U s e r  S u p p o r t  C e n t e r s  h a v e  t o  h a v e  t h e  
s a m e  s o f t w a r e  s y s t e m s  t h a t  w i l l  b e  s y n c h r o n i z e d  t o  
a l l  t h r e e  l o c a t i o n s .

- T h e  c e n t r a l  s u p p o r t  s t a f f  i s  t h e  o n l y  i n t e r f a c e  t o  
t h e  G r i d  u s e r s  i n  c a s e  o f  a  p r o b l e m  b u t  c a n  m o s t l y  
n o t  s o l v e  t h e  G r i d  u s e r ’ s  p r o b l e m  t h e m s e l v e s .

- T h e  c e n t r a l  U s e r  S u p p o r t  c o u l d  n o t  p r o v i d e  t r a i n i n g  
n o r  i n t e g r a t i o n  s u p p o r t ,  b u t  c a n  c o o r d i n a t e  b o t h

- T h e  c e n t r a l  s u p p o r t  k n o w s ,  w h o m  t o  c a l l  i n  c a s e  o f  
a n y  p r o b l e m
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� General duties of the central support

- I n t e r f a c e  t o  t h e  G r i d  U s e r s

- R e c o r d  p r o b l e m s

- S o l v e  p r o b l e m s r e s p .  p a s s  i t  t o  t h e  m o r e  e d u c a t e d  
l o c a l  o p e r a t i o n s  a n d  t r a c k  t h e  p r o b l e m s  t i l l  t h e y  a r e  
s o l v e d

- E s c a l a t e  p r o b l e m s  i f  t h e y  a r e  n o t  s o l v e d  w i t h i n  t h e  
d e f i n e d S L A ’ s

- M a i n t a i n  t h e  d o c u m e n t a t i o n ,  F A Q ’ s  a n d  t h e  
k n o w l e d g e  b a s e  i n  c o l l a b o r a t i o n  w i t h  t h e  l o c a l  
o p e r a t i o n s

- K n o w  w h a t  t o  d o  a n d  w h o m  t o  c a l l  i n  c a s e  o f  a  
p r o b l e m
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� Training

- O u r  o p i n i o n  i s :  
T h e  c e n t r a l  s u p p o r t  t e a m  c a n n o t  t r a i n  t h e  u s e r s  o r  
p r o v i d e  c o u r s e s ,  b u t  o n l y  c o o r d i n a t e  c o u r s e  
s c h e d u l e s  a n d  m a i n t a i n  r e g i s t r a t i o n s

- W e  p r o p o s e  t o  s e t u p  a n o t h e r  W G  t o  f i n d  a  s o l u t i o n  
t o  t h i s  t a s k
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� User interaction: W e m ean th e su p p ort w eb site is 
a p ortal ,  w ith in th e u ser can:

- S u b m i t  a  n e w  t i c k e t

- T r a c k  h i s  o p e n  t i c k e t s

- V i e w  r e s u l t s  /  h i s t o r y  o f  a l r e a d y  c l o s e d  t i c k e t s

- S e a r c h  t h e  F A Q s

- S e a r c h  t h e  K n o w l e d g e  B a s e

- S e e  t h e  s t a t u s  o f  c u r r e n t  j o b s ,   o f  d i f f e r e n t  l o c a l  
o p e r a t i o n s ,  o f  t h e  G R I D  o v e r a l l

I n  a d d i t i o n  t h e  u s e r  c a n  v i e w  a n d  s e a r c h  o t h e r  d o c u m e n t s  l i k e :

- D e v e l o p e r  d o c u m e n t a t i o n

- W e b  B a s e d  T r a i n i n g s

- C o u r s e  s c h e d u l e s

- L i n k  l i s t s  t o  o t h e r  p o i n t s  o f  i n f o r m a t i o n
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� A very important open question: S h oul d  al l  user requests g o 
unf il tered  to th e c entral  user support c enter or sh oul d  th ey 
b e f il tered  b y an ex periment support c enter?

- N u m b e r  o f  r e q u e s t s  p e r  d a y  ( e s t i m a t e d ) :
- One request from every user per month (6000)
- � 200 requests per day � 1 0 requests per h o ur

- P r o  " a l l  r e q u e s t s  t o  t h e  c e n t r a l  c e n t e r " :
- S erv i c e c en ter i s o n  duty aro un d th e c l o c k
- S erv i c e peo pl e c an  po i n t th e requester to  th e F A Q s o r to  

th e ex peri m en t suppo rt
- T h e G ri d users w i l l  al w ays c al l  th e sam e tel eph o n e n um b er,  

use th e sam e w eb  address an d h av e o n l y o n e pro b l em  o r 
ti c k et n um b er.

- C o n  " a l l  r e q u e s t s  t o  t h e  c e n t r a l  c e n t e r " :
- P o ssi b l y to o  m uc h  ex peri m en t spec i f i c  questi o n s
- P o ssi b l y to o  m uc h  v ery easy pro b l em s f ro m  " stupi d users"
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LCG Organization 
(slide from last GDB meeting)

� There is one o v era l l  G rid  P o rt a l

� B ehin d  it  a re hid d en  t hree rea l  su p p o rt  c en t ers w it h w el l  t r a i ned  
su p p o rt  p eo p l e

� The t hree rea l  su p p o rt  c en t ers ha v e t o  ha v e t he sa m e so f t w a re 
a n d  ha rd w a re sy st em s

� A t  a l l  rea l  su p p o rt  c en t ers,  t here m u st  b e t he id en t ic a l  
( rep l ic a t ed )  d a t a b a ses a n d  G rid  u ser d irec t o ries

� A l l  s y s t em s  a nd  s u p p or t  p eop l e a r e t r i p l ed ;  t h er ef or e a  v er y  
h i g h  r el i a b i l i t y  i s  r ea c h a b l e

� A s a  t ic k et in g  sy st em  o n e c o u l d  c ho o se:

� A commercial product (like Remedy)

� An  open  s ource product (like G n ats  or Req ues t T acker)

� One should establish a knowledge base with all solutions of all 
user  p r oblem s.  W ith suc h a knowledge base it should be p ossible 
to solv e about 5 0  %  of all user  p r oblem s " out of the box "
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LCG Next Steps
(slide from last GDB meeting)

An important headline:

Effective User Services in a Grid Environment are 
ab sol u tel y  essential  for a g reater su ccess of th e Grid.

T he nex t s teps  s hou ld b e:

� Evaluate a ticketing system / prepare a decision paper

� Evaluation and implementation of  a ticketing system

� I mplementation of  a f irst version of  a support portal

� D ef ine interf aces to th e local operations

� Creation of some central documentation and FAQ

� I mp lementation of a first ( sing le)  sup p ort center w ith  a 
tick eting  sy stem

� Who ? � D e a d l i n e  ?


