LCG-Working-Group5: Grid-User-Support

Seite 9/9

9 Addendum

This addendum has been integrated after several discussions about our original Draft document have taken place. With this document we want to comment on several questions and hints and we want to make some points more clear, because we saw that this was not clear to all readers.

Second we would like to show some example processes to give a more brief description on the model. And last but not least we want to address some of the remarks by Ian Bird.

9.1 General remarks

One of the most frequent questions was regarding the duties and privileges of the central support team. We would like to describe our model here in a slightly different way and we hope this will make the things more clear to all our readers.

· We see the central user support team as one virtual organization above all the GOC’s.
· They are not directly integrated into a local operation, but can share the same location.
· There is always only one center on duty for the Grid users.
· The Grid users will always call the same telephone number, use the same web address and have only on problem or ticket number.
· The three centers need to have the same software systems that will be synchronized to all the locations.
· The central support staff is the only interface to the Grid user in case of a problem but mostly can not solve the Grid user’s problem themselves.
· The central User Support could not provide training nor integration support, but can coordinate both

· The central support knows, who to call in case of any problem

In the following chapters we want to give some more explanations, examples and remarks on our model. We also want to take up some of your, the WG5 members, hints and suggestions and integrate them into our model, so that at the end all ideas have been taken into consideration.

9.1.1 General duties of the central support and interaction with the local support teams and the specialists

The general duties of the central support are:

· Interface to the Grid Users

· Record problems

· Solve problems resp. pass it to the more educated local operations and track the problem till it is solved

· Escalate problems if they are not solved within the defined SLA’s

· Maintain the documentation, FAQ’s and the knowledge base in collaboration with the local operations

· Know what to do and who to call in case of a problem

The central support will forward a problem / ticket to the support teams of the local operations, if they can not solve the problem centrally, so that the local support teams can have a look at the problem. As the central support team can discover where the problem is physically located they can assign the problem to the appropriate support team. So this is a central point, that the central support team can discover the problem location and that we deploy the necessary tools.

If the local support team could not handle the problem, it is probably necessary to involve additional specialists to finally solve the problem.

All this is done by using the central ticketing system, which needs to be able to send tickets (by using XML) to the local ticketing systems. This integration is a more or less manual process that has to be done for each ticketing system that is used all over the GRID locations.
9.2 Training

As stated in the WG5 goals, WG5 should investigate how to provide training to the users. In our document we suggest, that this is not a duty of the central support team. The central Support team can, without question, coordinate course schedules, maintain registration and so on, but we think that it is not possible to provide trainings.

The support website should provide access to web based training (WBT) and the course schedule but should not develop them.

We propose to setup a new working group to find a solution to this task, as the proposed virtual support organization could not manage this.
9.3 User interaction

There have been several questions regarding user interaction. We designed the support website as a portal. Within this portal the user can interact with the support team and he can:

· Submit a new ticket

· Track his open tickets

· View results / history of already closed tickets

· Search the FAQ

· Search the Knowledge Base

· See the status of:

· His current jobs

· The different local operations

· The GRID overall

In addition he can view and search other documents like:

· Developer documentation

· Web Based Trainings

· Course schedules

· Link lists to other points of information

9.4 Remarks on Ian Bird remarks:

This chapter will answer Ian Bird remarks to our document. This will also answer some other questions from other WG5 members. All other remarks from Ian will be answered through the other writings within this document.

9.4.1 Report a problem “in Person”

As the central support organization is a virtual organization, it is necessary that all calls are well documented and that there is a defined source of the problem report. As we all know, in stress situation, we can not make sure that this will take place. So it is necessary that all problem reports have to be submitted by mail, web interface or phone.

The only way we could think of reporting a problem “in person” is, that someone will go to his local operations support team and report a problem. This ticket can then be assigned and forwarded to the central support team if necessary.

9.4.2 Implementing a world wide unique telephone number
The implementation of a world wide accessable and unique telephone number is absolutely necessary, as the central support centers will be the only interface to the Grid users. Here a user can report a problem, ask for support, request status information and so on. 

As the active support center will shift with the time zones, the user does not know which center is actual active, so he needs to have a unique number.

When a support center will become the active one, there will be a handover from one to the other center, so that important status information and important tickets und problem reports don’t get lost, but then this center is on duty.

9.5 Examples

The next chapters will show some workflows for different situations. This should show how we think they should be handled. This is not written in stones and can be adapted to the specific situation and locations, but should describe our model.
9.5.1 An easy one
This picture will show what will happen if a user calls with a “easy” problem report, that can be solved without any interaction with the local operations.
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This problem won’t touch any local operations support team, but will be finalized in the central support team.
9.5.2 A real problem
The following picture will show a process about a user’s problem report that will take place if a problem could not be solved within the central support organization, so it needs to be assigned to the local operations.
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In addition the central support site (in real this is done by the ticketing software) will supervise the service level agreements and escalate the problem if it is necessary.
9.5.3 Training
The following picture will show a process about a user’s call for training.
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9.5.4 Problem Local ( Information to central support
This picture will show the process for the information flow if a problem will arise at a local operation that will have an influence on the users.
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9.5.5 Outside normal business hours
How to involve 24/7 in case of a fatal problem. 
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9.5.6 Experiment User
If a user requests support for an experiment problem, central support will (like in case of a real problem) create a ticket and forward reps. assign the ticket to the experiments support crew.
If necessary the experiments support crew will ask for more information from the user through the central support and after solving the problem the ticket will be send back to central support and the user will be informed.
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