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NGI-DE in Context
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Operations in NGI-DE
Grid infrastructure as a service 

in an international context

GOSC
(Grid Operations and Support Centre)

Single Point of Contact for German Grid Users

Middleware Services
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Uplink to European Operations

VO & User Support Infrastructures
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Main User Support Areas

• Application integration and support

• User education

• Simple access to a broad range of 
information

• Day-to-day support for the users of grid 
data, compute, networking and VO-specific 
services
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Main User Support Topics

9/8/2010 10

• First Line Support (Front Desk)
– Grid Generalists

• Second / Third Level Support
– Applications / Community Support

– Middleware Support

– Operations Support
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Important Issues

• Distributed nature of the Grid: experts located everywhere, 
sometimes in specific centres; spread of resources and 
services; different policies and laws 

• Variety of users: beginners, system administrators, operators, 
network specialists, Virtual Organization communities

• Variety of applications: high energy physics, biomedical, earth 
observation, astrophysics, computational chemistry, etc.

• Interaction between separate projects: user support needs to 
span various projects and their respective tools 
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EGI User Support

• Global Grid User Support (GGUS) 
is the EGI support infrastructure 
for grid users, deployment and operation 
problems

• It does not substitute 
but integrate existing 
infrastructures 
and coordinates support efforts 
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EGI User Support
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User Support in EGEE
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User Support in EGI

• Major changes from EGEE
– NGIs instead of ROCS

• Much larger number of interfaces

• Larger variation in maturity

– User Communities not funded by EGI
• Inter-project relationship instad of intra-project

(customer <-> provider)

– Middleware development done in seperate
projects (EMI, IGE,…)
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Central Workflow 
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Regional Workflow
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Operations Support
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User Community Support
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Middleware Support

GGUS

EMI

DMSU

PT 3 PT 4 PT 5 PT n

Bug Tracking Tool(s)    

TPM

PT 1 PT 2

IGE



www.egi.euEGI-InSPIRE RI-261323

Link to other DCIs
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Central Helpdesk GGUS
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Central Helpdesk GGUS

• Users can:
– Submit tickets
– Track progess on tickets
– Find documentation

• Support staff can:
– Work on tickets
– Create ticket relations

• Cross-reference
• Parent / Child
• Master / Slave

– Communicate with the user
– Find documentation
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Central Helpdesk GGUS

• Special workflows
– Direct routing of tickets

– Team tickets

– Alarm tickets

• Additional features
– Ticket Timeline Tool 

–> graphical overview of tickets per site

– Report generator
–> self-create metrics for Sus and VOs
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Direct Routing
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Alarm Tickets
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Ticket Timeline Tool
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NGI-DE Helpdesk
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Summary

• User Support for DCIs is always challenging
– But we are experienced enough to make it work

• EGI is a conglomeration of projects
– This is a difficulty

• Large number of interfaces
(technical / porcedural / human)

• Large variation in readiness / maturity

– This is a chance
• Clear separation between infrastructure, communities and

middleware providers

• SLAs can be defined regulating the interplay
between the projects
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