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Abstract

This document describes the user community support process within the EGI collaboration and how
it is implemented and delivered by EGI stakeholders, particularly by the partners involved in the
WP3 (NA3) work package (titled User Community Coordination) of the EGI-InSPIRE project. The
document captures the various aspects of user support using a top-down approach. The document
describes the characteristics of users who are expected to request support from EGI, the support
mechanisms that are provided by EGI for these users and the technical services that facilitate user
support activities. The document aims to serve as an important asset for potential users of the
European Grid Infrastructure, who can understand the scope and level of support that they can
expect from EGI. The document is also to be used as a handbook for NGIs who wish to provide
support services for users and would like to join their national efforts with the complex landscape
of EGI user support mechanisms.
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I11. APPLICATION AREA

This document is a formal deliverable for the European Commission, applicable to all members of the
EGI-InSPIRE project, beneficiaries and Joint Research Unit members, as well as its collaborating
projects.

IV. DOCUMENT AMENDMENT PROCEDURE

Amendments, comments and suggestions should be sent to the authors. The procedures
documented in the EGI-INSPIRE “Document Management Procedure” will be followed:
https://wiki.egi.eu/wiki/Procedures

This document is the first version of four deliverable documents to be produced by the EGI-InSPIRE
project: D3.1, D3.3, D3.5, D3.7. Updates of the current deliverable will take place at months 15
(D3.3), 27 (D3.5) and 39 (D3.7). This report will be also complemented by information made available
from the publicly available Annual Report on EGI’s user communities (month 11, 23, 35 and 47).

V. TERMINOLOGY
A complete project glossary is provided at the following page: http://www.egi.eu/about/glossary/.

Acronyms and terminologies frequently used throughout the document:

Acronym, terminology Description

NGI UST — NGI User Support Team A group of support persons whose primary focus is on
the support of users within their country, within their
own NGI. Their other goal is to integrate these
support activities with the effort of other NGI USTs in
order to serve large, multi-national user communities
with coordination support from EGI.

UCST (or EGl.eu UCST) A central group at EGl.eu in Amsterdam which
coordinates the work of NGI USTs. Their primary focus
is on capturing the requirements of large, multi-
national user communities and matching these with
the services provided by NGI USTs.

EGI User Community Support Those members of the EGI collaboration who provide
support services for users of the European Grid
Infrastructure. The UCST and the NGI USTs are the
two most important stakeholders in this respect.

EGI (European Grid Infrastructure) In the context of this document, EGI refers to the
collaboration of NGlIs and EGl.eu on the provision of a
pan-European grid infrastructure and related support
services. It is made explicit when the document uses
EGI to refer to the physical infrastructure provided by
the collaborating parties.
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Acronym, terminology Description

EGI-InSPIRE EGI-INSPIRE is a four year project (that started on the
1% of May, 2010) which lays down the EGI operational
and support processes and defines a framework for
EGI which is sustainable and independent from
project cycles.

e-infrastructure

Heavy User Communities (HUCs) User communities that are advanced and experienced
in terms of grid usage, operate (at least to some
extent) support services for their own members and
therefore are less dependent on EGI user support
services.

Self-sustainable user communities User communities that are capable of porting new
applications to the EGI infrastructure, of extending the
infrastructure according to their members’ needs and
of expanding their user base without depending on
user support services of EGI.

Virtual Research Communities (VRCs) Groups of researchers, typically residing in more than
one country, working together effectively through the
use of information and communications technology
(ICT) and having an effective coordination model that
can articulate prioritised requirements and other
needs on behalf of the community.

Technical services Software-based services that are common to many of
the user support processes within the NGls. Such
services are implemented and provided centrally for
the community whenever possible and appropriate.
These services are used primarily by NGI USTs to serve
new users.

Shared services Software services common to many of the Heavy User
Communities. Some of these services are operated
centrally, others have multiple local installations.
These services are used primarily by experienced grid
user communities.
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V1. PROJECT SUMMARY

e-infrastructure

To support science and innovation, a lasting operational model for e-Science is needed - both for
coordinating the infrastructure and for delivering integrated services that cross national borders.

The EGI-InSPIRE project will support the transition from a project-based system to a sustainable pan-
European e-Infrastructure, by supporting ‘grids’ of High-Performance Computing (HPC) and High-
Throughput Computing (HTC) resources. EGI-INSPIRE will also be ideally placed to integrate new
Distributed Computing Infrastructures (DCls) such as clouds, supercomputing networks and desktop
grids, to benefit user communities within the European Research Area.

EGI-InSPIRE will collect user requirements and provide support for the current and potential new
user communities, for example within the ESFRI projects’. Additional support will also be given to the
current heavy users of the infrastructure, such as high energy physics, computational chemistry and
life sciences, as they move their critical services and tools from a centralised support model to one
driven by their own individual communities.

The objectives of the project are:

1. The continued operation and expansion of today’s production infrastructure by transitioning
to a governance model and operational infrastructure that can be increasingly sustained
outside of specific project funding.

2. The continued support of researchers within Europe and their international collaborators
that are using the current production infrastructure.

3. The support for current heavy users of the infrastructure in earth science, astronomy and
astrophysics, fusion, computational chemistry and materials science technology, life sciences
and high energy physics, as they move to sustainable support models for their own
communities.

4. Build interfaces that expand access to new user communities including new potential heavy
users of the infrastructure from the ESFRI projects.

5. Develop mechanisms to integrate existing infrastructure providers in Europe and around the
world into the production infrastructure, so as to provide transparent access to all
authorised users.

6. Establish processes and procedures to allow the integration of new DCI technologies (e.g.
clouds, volunteer desktop grids) and heterogeneous resources (e.g. HTC and HPC) into a
seamless production infrastructure as they mature and demonstrate value to the EGI
community.

The EGI community is a federation of independent national and community resource providers,
whose resources support specific research communities and international collaborators both within
Europe and worldwide. EGl.eu, coordinator of EGI-InSPIRE, brings together partner institutions

L ESFRI: European Strategy Forum on Research Infrastructures, http://ec.europa.eu/research/esfri/
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®
established within the community to provide a set of essential human and technical services that
enable secure integrated access to distributed resources on behalf of the community.

The production infrastructure supports Virtual Research Communities (VRCs) - structured
international user communities — that are grouped into specific research domains. VRCs are formally
represented within EGI at both a technical and strategic level.

VI1I. EXECUTIVE SUMMARY

This document describes the user community support process within EGl and how it is implemented
and delivered by the EGI stakeholders, particularly by the partners involved in the WP3 (NA3) work
package (User Community Coordination) of the EGI-InSPIRE project. The purpose of this document is
to capture the various aspects of user support following a top-down analysis. The analysis starts with
the identification of users who are expected to request support from EGI, then followed by the
specification of user support mechanisms and how these mechanisms are implemented by EGI and
EGI-InSPIRE stakeholders. The document aims to serve as an important asset for potential users of
the European Grid Infrastructure, who can understand from this material the scope and level of
support that they can expect from EGI. The document is also aimed to be used as a handbook by
NGlIs who wish to provide support services for users and would like to join their national efforts with
the complex landscape of EGI user support mechanisms. This document will be formally reviewed
and re-issued every twelve months during the course of the project but will exist as a living
document in between these times to allow a continual process of community comment and
feedback.
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1 INTRODUCTION

1.1 User Support in EGI and EGI-InSPIRE

The stated goal of EGI is to provide significant added value for existing and new user
communities. The growing user demands have provided, and will continue to provide, the necessary
push for development and extension of the grid infrastructure. Therefore, the active support for
these communities is a primary concern for the EGl.eu / NGI ecosystem as the users are the raison
d’étre of the grid [R1].

User support activities of EGI must define, implement and operate services and tools that enable
existing and new users to access and use infrastructure services, and to develop themselves into self-
sustainable grid communities. Self-sustainable communities are capable of some or all of the
following: porting new applications to the infrastructure, extending the infrastructure according to
their members’ needs and expanding their user base without depending (heavily) on user support
services of EGI. Self-sustainability of user communities guarantees permanent usage of the grid
infrastructure, continuous flow of scientific results from applications, and as an overall result, a
European-wide interest in sustaining the EGI collaboration.’

EGI-InSPIRE is a four year project which lays down the EGI operational and support processes and
defines a framework for EGI which is sustainable and independent from project cycles. An important
part of this work is establishing support for the existing heavy users and for the emerging new
communities of the European Grid Infrastructure. The latter focuses on ESFRI international research
collaborations, on Virtual Research Community Projects of the European Commission and also on
less structured and smaller research groups, teams and collaborations. Partners within the EGI-
INSPIRE project, specifically within WP3 (User Community Coordination) and WP6 (Services for Heavy
User Communities), are the key stakeholders for defining and providing user support processes in
EGI.

The pool of potential beneficiaries of EGI’s resources is huge: both European researchers and non-
European researchers who collaborate with European colleagues can use the services and resources
of the European Grid infrastructure. EGI is expected to attract research communities of different
sizes, backgrounds and scopes. For this reason the user support activities within EGI-InSPIRE must act
as a bridge that allow heterogeneous communities to reach infrastructure services and then become
confident and sustainable users of these services (See Figure 1). The bridge assures that people who
made contact with EGI perhaps through its dissemination activity, reading the EGI newsletters, being
present at EGI related events, visiting the EGl Web page, etc. are continuously supported up to the
point when they are confident users of the infrastructure and are members of self-sustainable grid
user communities.

As part of the service provisioning process, EGI user support must capture feedback, experiences,
success stories and failures from the users. This information will be stored and analysed and fed back
to the project, where the various activities can use this information and knowledge to improve their
services, operations and to improve their future impact.

2 Important sentences, paragraphs of the document are typeset in italic.
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Figure 1. EGI User Support helps research communities become
confident grid users and develop into self-sustainable grid user communities.

User Support in EGI provides information and assistance for users to access, use, operate,
customise or extend the services of the grid infrastructure. In order to define what services EGI User
Support should provide, we must know what services users need to be able to establish confident
and autonomous communities on the infrastructure. Based on the experiences of the EGEE and other
large e-Infrastructure projects, EGI User Support should be prepared to serve the following four
types of users (See Table 1.). These four user categories represent the clients of EGI User Support.

Table 1. Categorisation of users of the European Grid Infrastructure — clients of EGI User Support.

User category User characteristics

End users Would like to gain new scientific results by using established

(scientists) EGI applications, or by porting new scientific applications to
the European Grid Infrastructure. These persons typically do
not know grids or other types of distributed computing
infrastructures, and do not have computing background.

Grid application developers Work together with scientific groups/communities and help

(supporters of end users) them achieve “better science” by the usage of distributed
computing infrastructures. Such users typically want to grid-
enable scientific applications on EGI, and/or want to develop
visualisation or access services (such as portals) to simplify the
usage of grid-enabled applications.

System administrators Want to operate core grid infrastructure services and high
(supporters of end users and grid level grid application services for the previous two types of
application developers) users. Administrators are often experienced with

management of distributed systems, but not necessarily of
grid systems, and especially not of the software services used
in EGI.

EGI-InSPIRE INFSO-RI-261323 © Members of EGI-InSPIRE collaboration PUBLIC 9/37
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Representatives of scientific Look for strategic collaboration with EGI on behalf of (large)

communities scientific communities. They want to understand how the high
level goals of the communities they represent could be met by
using the tools, services and resources of the European Grid
Infrastructure. Often they are not technical persons and do
not have computing background.

Whilst the main focus of EGI is on sustainable operation through the establishment of self-
sustainable user communities, it is also expected that some of the EGI users — especially some of the
scientific end-users — will not see the establishment of self-sustainable communities as their primary
goal. Their primary goal of some communities is to use and benefit from the grid infrastructure over
a relatively short period of time (e.g. to perform a calculation using larger data sets, smaller data
granularity). While these users will not join or will not establish self-sustainable communities, EGI
and especially the user support services of EGl must serve these users too, because the impact they
can make within their scientific domains (through results and publications achieved with EGI) can
catalyze interest to self-sustainable grid user groups within these domains.

1.2 User support services within the EGI ecosystem

EGI and its support teams must be prepared for different sized user communities. These may
range from the individual scientist and small international research collaborations to large
internationally funded research labs and research projects. Because these users have very different
goals, expectations and requirements regarding grid usage, the services provided by EGI user support
are flexible and adaptable for various needs. Furthermore, sufficient procedures have been
established to monitor and modify these services as new requirements arise.

The EGI provides a rich set of software and human services that can be accessed and exploited in
various different ways. Furthermore, new components, emerging technologies, innovative methods
of service integration and service access will continuously broaden the possibilities for users. Because
the uptake of grid infrastructure services by a particular individual or by a particular community
depends on various factors (background of the individual/community, goals of the
individual/community, etc.) a single support path that this individual/community can follow to
become a self-sustainable user cannot be defined. Each community, each type of user require slightly
different services than others; each community, each type of user may want to use services in slightly
different order than others.

Wherever possible EGI User Support services should be customisable. Earlier experiences of
e-Infrastructure support projects shows that the previously described four categories of user can be
successfully served by a core portfolio of customisable services. This portfolio — described in Table 2 —
provides a set of services that EGI User Support can offer to its clients, to any individual or to any user
community who would like to benefit from the EGI infrastructure and/or want to develop or join a
self-sustainable grid community.

EGI-InSPIRE INFSO-RI-261323 © Members of EGI-InSPIRE collaboration PUBLIC 10/37
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Potential beneficiaries

Consultancy

Description of service

After the initial contact is made with
users and communities, EGI User
Community Support assesses the users’
needs. Once an assessment is made the
most appropriate services from the
service portfolio can be advised and can
be provided.

e Every user

Training

EGI User Community Support provides
training courses for users through
trainers in the NGIs to introduce the
components, interfaces, operation or
any other aspect of EGI. The courses are
provided with the scope and level
which is most appropriate to the
audience.

e End users

¢ Developers of grid
applications (applications
that interact with grid
middleware services)

e Grid system administrators

Porting scientific
applications

Scientific communities benefit from EGI
by enabling their own applications on
the middleware. This process is called
application porting (or grid-enabling)
and requires technical knowledge of the
grid infrastructure, the middleware and
developer environments. EGI User
Community Support can identify the
NGI User Support teams best able to
help new scientific applications in the
infrastructure.

e End users
¢ Developers of grid
applications

Accessing scientific
applications

EGI’s User Community Support fosters
the reuse of already grid-enabled
scientific applications by documenting
and sharing existing applications with
user communities  through the
Applications Database.

e Members of established
communities (High energy
physics, life sciences,...)

e Members of new, emerging
user communities of EGI

Virtual Organisation
(VO) support

A VO is a collection of sites and users
from the infrastructure that come
together into a collaboration to achieve
some common goal (e.g. to perform a
simulation, to run an application, etc.).
EGI User Community Support enables
the setup, registration and
deregistration of VOs, allocation of
resources, installation and operation of

e Emerging communities

e Established user
communities with new
applications and expanding
user base
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dashboards that monitor VO activities.

Development of new
software services

EGI User Community Support will
facilitate the reuse of community
specific services across disciplines, and
provides help for communities to
develop and integrate new types of
services into the infrastructure.

e Scientific end users
e Grid application developers

Collecting feedback
and requirements

EGI User Community Support gathers
and forwards requirements and
feedback from users to the developers
and operators of the infrastructure. This
process assures that the infrastructure
development roadmap is in line with
the users’ expectations.

e Every user

Documentation

EGI User Community Support strives to
ensure that the documentation being
presented to users is complete and
matches their experiences when they
use the infrastructure or operate any
infrastructure component.

e Grid application developers

e Scientific end users (on grid
applications)

e For system administrators
(on installation and
operation of software
services)

Helpdesk

EGI User Community Support operates
a helpdesk where users can report day-
to-day hardware, software and
configuration issues of the
infrastructure, and where they can
request support services.

e Every user

Integration of new
communities

EGI User Community Support helps
scientific user communities become
robust and self-sustainable users of EGI
through the VRC mechanism. VRCs
represent structured user communities
for EGI and have strong representation
in EGI bodies and have bigger influence
on its evolution.

e Representatives of scientific
communities

Operating and providing a portfolio of customisable services integrates the benefits of unified
support mechanisms and the benefits of flexibility. Users and communities require different level
and nature of support to become affiliated with the infrastructure and they can choose those
services from the portfolio that will best meet their needs.
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1.3 Providers of EGI User Support services

User support in EGI — just like other EGI support activities — is provided by National Grid Initiatives
(NGIs), under the coordination of a central body, the EGl.eu organisation. NGls are national legal
entities charged with taking care of the grid infrastructure related matters within their countries.
NGls govern the central body of EGl.eu, which in turn coordinates the NGIs’ efforts resulting high
quality grid infrastructure with coherent support services for multi-national communities.

The services of EGI User Community Support are delivered by the User Support Teams (UST) of
NGIs and the User Community Support Team (UCST) of EGl.eu. While the primary responsibility of the
NGI USTs is to foster the development of user communities inside their own countries through these
services, the EGl.eu UCST assures that these national efforts fit together at the European level and
satisfy the needs of multi-national, large scientific collaborations. NGIs will be able to integrate EGI
services into their own collections of available resources. Where necessary, EGl.eu contributes to
national support by brokering services between countries, requesting services from external projects
or allocating effort to NGIs from its own UCST.

Novice grid user communities rely heavily on the support from NGI and the EGl.eu UCST and
services. More advanced and experienced communities are less dependent on EGI and will operate
user support services for their own members. These advanced communities are referred to as the
“Heavy User Communities” (HUCs) of EGI and the support services they provide internally for their
own members are typically specific to given scientific fields and assist with the usage of domain
specific grid applications, grid tools and services.

User support services are implemented by NGI, EGl.eu and HUC support teams as a mixture of
human services, software services and feedback mechanisms (See Figure 2). While users are mostly
served by human services (e.g. trainers who provide courses, consultants who provide consultancy or
technicians who help porting of applications) software services allow remote interactions with
experts (e.g. a helpdesk systems) or facilitate the provision of human oriented services (e.g. a
training event registry enables the organisation of training courses). Feedback mechanisms in EGI
User Support collect, organise, prioritise requirements from users and feed this back into
infrastructure operation and development. Moreover, this information is fed into user support
processes such that support activity itself can evolve according to user needs.

EGI-InSPIRE INFSO-RI-261323 © Members of EGI-InSPIRE collaboration PUBLIC 13 /37
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Figure 2. Provision of EGI User Support Service

1.3.1 NGI User Support Teams

The main actors of EGI are the National Grid Initiatives (NGIs). These ensure the operation of the
grid infrastructures in each country as well as a transparent representation of the requirements of all
their scientific communities together with resource providers and all e-Infrastructure-related
institutions. To ensure the feasibility of the user support mechanisms, the NGls operate User Support
Teams that contribute effort to the distributed user-support services. The portfolio of services that
NGls offer has been introduced in Table 2. The responsibility of NGIs is to provide as many of these
services as possible for the users within their own country. While NGls can customise these services
according to the local needs within their countries, it is assumed that any user (or group) requires a
mixture of these services otherwise cannot achieve the planned goal on the infrastructure:

e Consultancy: NGI USTs provide technical advice on the infrastructure and support services
available to users and on the various DCI technologies that EGI could provide access to in order
to support their research activities. NGls are expected to engage with national scientific
communities and catalyze grid uptake within the country. After the first contact is made with a
new community, consultancy is typically the next service required.

e Training: Many NGls provide their own training team and facilities for users. These NGI teams
provide courses at various levels and with different scopes. While short events only give a brief
introduction for new users, longer courses include hands-on sessions and provide attendees with
a deep knowledge on specific services and tools.

e Porting scientific applications: Experts within the NGls are available to support users in the
integration of new applications into the production infrastructure. This activity involves an
analysis of the existing software, an analysis of the users’ expectations and needs, defining
porting scenarios, then coding, testing and finally documenting the application. For the sake of
other users, NG| teams also assist with sharing the grid-enabled applications with the EGI
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community through the application database. (See Section 8.5 for further details on the
Application Database)
Accessing scientific applications: The fastest and easiest way to use the grid is to access the
already grid-enabled applications. NGls can help users access and use applications from other
communities, applications that are available in the EGI application database.
Virtual Organisation (VO) support: Virtual Organisations represent the collaboration of people
and computers on the grid. VOs can be setup for the purpose of a single grid application, to
support scientists from the same field or for researchers who work in the same geographic
region. NGls can provide users with information about existing VOs, about the processes of
joining VOs, or setting up a new VO if the scope of existing VOs is not in line with the users’
scientific goals. NGIs can also assist in the allocation of computing, storage and other types of
resources into VOs.
Development of new software services: Some scientific collaborations and VOs require
additional elements in the infrastructure to fully exploit the capabilities of their scientific
applications. The integration of new infrastructure services, new portal interfaces, new
programming frameworks or toolkits require deep knowledge of the existing architecture. NGls
can help users during this process, by allocating experts who can assist these users during the
development, testing and integration of the components.
Collecting feedbacks and requirements: NG| USTs engage with user communities within their
countries, monitor their development and collect feedback from them on the services and
features of EGI. This feedback is collected and prioritised by EGl.eu than forwarded to the
middleware developer and infrastructure operator teams, who incorporate the requested
changes into the EGI roadmap.
Documentation: Documentation on the infrastructure, its components and services are available
for users at various levels. Experts in NGls help users to find appropriate documentation and they
contribute to new documentation as new technologies and procedures become available, or
when gaps in current documentation are found.
Helpdesk: NGIs provide support personnel who can answer and deal with day-to-day issues that
users find and experience while using the infrastructure. This helpdesk is available for users
through a central Web portal where requests and answers can be accessed.
Integration of new communities: The integration of scientific communities is carried out by
establishing Virtual Research Communities (VRCs). VRCs represent sustainable, key customers for
EGI. The VRC accreditation process is managed by EGl.eu UCST and is introduced in Section 5.

e-infrastructure
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Figure 3. Portfolio of support services provided by NGI User Support Teams.

1.3.2 EGl.eu User Community Support Team

NGls are heterogeneous in terms of the size and composition of their user communities, the size
and expertise of their USTs. Consequently, NGls are not equally active and strong in all the previously
described user support fields. As an example, a NGI UST which is very experienced with application
porting may have less experience and interest in developing grid portals. Understanding the
strengths and weaknesses of each of the NGI USTs and which services they provide is an important
aspect of the coordination of EGl.eu UCST. The intelligent mapping of requirements from
international user communities to NGI USTs can integrate user services from the various countries
and can help EGI identify missing services. This mapping activity is perform by EGl.eu UCST in TNA3.1
and TNA3.2 tasks of EGI-InSPIRE and consists of the following subtasks:

1. Monitoring the status of NGI USTs and assist them in case their users’ requirements exceed
the locally available expertise and capacity. The monitoring of NGIs is currently done
through face to face meetings, telephone interviews, online and email questionnaires, but
EGl.eu UCST aims to put a more efficient mechanism in place. The goal is to simplify this
monitoring process and to allow NGls to “broadcast” relevant information about their user
support status and services in an intelligent way to EGl.eu and other NGIs. The assistance
that EGl.eu UCST can allocate to NGIs comes primarily from USTs of other countries. The
discovery and brokering of effort across NGls is an important task of EGl.eu UCST. Secondly,
the UCST of EGl.eu can contact support personnel in other projects with which EGI-InSPIRE
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®
collaborates, and can inquiry whether these projects have available expertise and capacity
to serve EGI users.

2. Setup and operate reporting and feedback mechanisms to collect requirements and needs
from user communities. These mechanisms allow EGI to assess developments made either
by national and international communities, as well as to recognize their new, emerging
needs. After prioritisation the EGl.eu UCST communicates these requirements through the
EGI management channels to the EGI infrastructure operations and middleware provider
teams who reallocate, reconfigure existing services, or when necessary, develop new
services.

3. Specify software tools and coordinate the provisioning of these tools that facilitate the work
of NGI USTs. These are the so called “technical services” and they simplify the work of NGI
USTs, e.g. the processes of provisioning support services to users. Just to mention a few
available technical services, there is a training event database, an application database, a
helpdesk infrastructure, etc. Without these technical services, NGl USTs would need to
invest much bigger effort to operate their support service portfolios for users. Most of the
technical services are physically provided by NGI USTs through their effort in TNA3.4 of EGI-
INSPIRE. Section 2 introduces the current set of technical services and the mechanism how
this set is kept up to date to follow the changing requirements of user communities.

1.3.3 HUC support teams

“Heavy User Communities” are scientific collaborations that are more structured, more advanced
in terms of grid usage; they use EGI routinely and already operate support services specifically for
their members. These support teams focus on domain specific issues, such as how to access High
Energy Physics applications on EGI, how to enable new physics experiments on EGI, and so on. On
one hand, these teams are operated by external projects such as WLCG, on the other hand, they are
also involved in the EGI-InSPIRE project (in the WP6, or also called SA3 work package). The efforts of
the distributed WP6 team of EGI-INSPIRE are focused on the provision of shared services that will
ease the porting of new applications from these scientific domains to the wider grid. These services
are described in more detailed in Section 3.

2 TECHNICAL SERVICES FOR USER SUPPORT

The NGI USTs and the EGl.eu UCST provide generic services for any user of the EGI infrastructure.
One of the main responsibilities of the EGl.eu UCST is to assure the proper operation of technical
services for NGI user support teams. These technical services provide functionalities that are
common to many of the user support processes that exist within the NGls, so implementing them at
the European level simplifies the work of national teams. Through the usage of these facilitator tools,
NGI USTs can achieve and deliver more high quality, more standardised and more efficient services
for their customers, for the EGI users. The services also help EGI better use its resources, as these
central tools eliminate the need of developing similar software within multiple member countries.
These services are important assets for small NGIs because the software tools provide a significant
contribution to the user support processes of small support teams (See Figure 4).

EGI-InSPIRE INFSO-RI-261323 © Members of EGI-InSPIRE collaboration PUBLIC 17 /37



L LT
L] [ ]
LL L LR B
L] 1]

LTI LT

1]

e-infrastructure

International User Communities

EGIl.eu User Community Support Team (UCST)

Local user
Local user communities Local user
communities communities
Local user
communities

NGl NGI
User NGI et
User User

Support User Support Support

Team Support el Team

Team

Figure 4. Technical services facilitate the work of NGI User Support Teams,
which is coordinated and extended by the EGl.eu User Community Support Team
to meet the requirements of international user communities.

The set of technical services to be provided by EGI-INSPIRE has been defined during the
preparation of the project proposal, based on the experiences of EGEE and previous e-Infrastructure
projects. The set includes software services that can be provided centrally, that do not (or rarely)
need customised local installations inside communities or NGls. The current list of technical service
is:

e GGUS (Global Grid User Support) System

e Training event registry

e Repository of training materials

e Registry of trainers

e Application database

e CIC Operation Portal

e Services for VO setup, management and monitoring
e Web pages

e Email lists

These technical services are all available, either to every NGl and UST, as well as to all their users.
Generally, providers of the service are responsible for the maintenance and further development,
and for the daily support of their users. Appendix A briefly details these technical services, in order
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to make them widely known, encouraging thus their use by the EGI community, particularly by the
NGI USTs.

3 SHARED SERVICES FOR HEAVY USER COMMUNITIES

The list of shared services for Heavy User Communities is reported in the MS601 milestone
document (Titled “HUC Contact points and the support model”) [R11].

4 MANAGING USER SUPPORT PROCESSES AND SERVICE

The user community support process is focussed on a number of key areas delivered by NGI and
HUC support teams, under the coordination of the EGl.eu. The particular activities carried out by
these support teams include the provision of services for users (consultancy, training, etc.) and the
provision of software services and technical solutions to facilitate the NGIs work. All this is made
accessible to the community in GGUS (Global Grid User Support) in the form of support units.

These activities, processes and services will be managed by WP3 through a number of
mechanisms. They include internal management arrangements within the work package that take
into account the fact that the WP has a team based in Amsterdam working alongside a distributed
team based at a small number of partner institutions across Europe. In addition to this, the WP has
to coordinate support processes with the 36 partners that are committing effort to this activity in
EGI-InSPIRE.

In addition to internal management processes across EGI-InSPIRE, such as the weekly Activity
Management Board meetings, three important groups will feed the WP3. These are:

1. The External Advisory Committee (EAC);
2. The User Community Board (UCB);
3. The User Services Advisory Group (USAG).

Figure 5 illustrates these groups from the perspective of WP3.
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Figure 5. Groups and committees that monitor EGI user support processes and activities.

The EAC will have representation from the leader of these WP together with representation from a
number of VRCs. The UCB is the formal channel whereby the user communities in the form of all of
the VRCs connect with EGI. USAG, on the other hand, is an advisory group providing the detailed
technical and process information to UCB as required. The full terms of reference for these
committees are available elsewhere [R12][R13].

4.1 User Community Board (UCB) and User Services Advisory Group (USAG)

The UCB is an advisory body responsible for coordinating the collection of feedback from the user
communities on the human or technical services that they use from EGI. It includes high-level
representatives from structured user communities VRCs (e.g. ESRFI, WLCG), NGls and collaborating
projects who:

e Advise the EGl.eu Director on strategic and managerial issues concerning the evolution of
EGl.eu’s user facing services and production infrastructure. In practice, the UCB decides
about the services that EGI provides for users and have the power to change the portfolio of
user support services (described in Section 1.2), the set of technical services (described in
Section 2) and the set of shared services (described in 3).
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e Gather feedback from the user community relating to the quality of the production
infrastructure and prioritise issues requiring management attention for resolution through
the OMB (Operations Management Board).

e Gather, define and prioritise requirements relating to new functionality in the production
infrastructure or the user facing operational tools. These requirements to be passed on to
the OMB and TCB (Technology Collaboration Board) for their integration into their respective
roadmaps and eventual delivery.

e Improve the cohesion of the VRC activities through coordination between the different
projects and VRCs.

The UCB is tasked with and the broader support offered by EGI to the user communities. It has no
involvement in the day-to-day activities of the user-community services (NA3 & SA3). The detailed
technical discussions are delegated to the User Services Advisory Group (USAG).

e USAG is formally lead by the Task Leader for NA3.

e The USAG mandate is to provide feedback on the user-facing tools and services provided to
the EGI user community.

e The remit within USAG is on the delivery of software services (i.e. are they available from the
NGls with the required reliability?) as opposed to their functionality which is a matter for the
UCB.

e USAG will guide the evolution of the EGI Helpdesk and also collect broader requirements and
feedback relating to the services offered through NA3 (i.e. documentation, training database,
application database, etc.) and the processes provided for user support in EGI.

e USAG will have representation from the User Community Board (including both small and
large user communities) and from the operational staff responsible for managing the EGI
Helpdesk.

The role of USAG is primarily as a management body. It meets to discuss which features and fixes are
most needed to meet the organisational needs. The prioritisation of such needs will also be agreed
for recommendation to the UCB. The required input for making such decisions is collated in advance
of the meetings.

5 MECHANISMS FOR NEW COMMUNITY INTEGRATION: VIRTUAL
RESEARCH COMMUNITIES

Scientific research is no longer conducted within national boundaries. Scientists are becoming
increasingly dependent on large-scale analysis of data generated from instruments or computer
simulations housed in trans-national facilities using distributed computing and storage resources
linked by high-performance networks. Such facilities are collectively known as e-Infrastructure.

EGI is a partnership between National Grid Initiatives (NGls) and a coordinating body, named
EGl.eu to operate a sustainable, pan-European Grid infrastructure for international scientific
communities. NGls are national legal entities charged with taking care of grid infrastructure related
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matters in their own countries. EGl.eu is seen as the glue enabling coherence between the NGls for
the benefit of their users and members of Virtual Research Communities or VRCs.

VRCs are groups of researchers, possibly widely dispersed, working together effectively through
the use of information and communications technology (ICT). With the help of EGI the VRC
researchers can collaborate, communicate, share resources, access remote computers or equipment
and produce results as effectively, as if they, were physically co-located.

5.1 The benefits of VRC membership
VRC membership in EGI offers the following key benefits for researchers, scientists and the
developers of distributed scientific applications:
1. VRCs can access computing, data storage and other types of resource made available by EGI
stakeholders through software solutions. VRC members can store, process and index large
datasets and can interact with partners using the secured services of the EGI infrastructure.

2. The user support units of the NGIs and EGl.eu help VRC members during the routine usage
of the systems and provide assistance to access and utilise the largest multi-disciplinary grid
in the world.

3. VRCs will have the ability to establish their own Virtual Organisations (VOs) as collections of
hardware, software and human resources configured in order to share capacities, to
collaborate with partners and to run data intensive simulations. The VOs can benefit from
the resources provided by NGls and other VRCs.

4. NGIs provide trainers and technology specialists for VRCs to support them during the
integration and adaptation of their legacy applications and datasets to the EGI
infrastructure. The combination of VRC’'s own training resources together with EGI’s
infrastructure-related modules can provide comprehensive packages for VRC members in an
efficient and timely manner.

5. VRCs can influence the evolution of EGI’s services through representation in the User
Community Board and the User Support Advisory Group. Based on requirements collected
from its members, VRCs can advise EGI on its planning and operational priorities.

5.2 Definition

The following diagram (Figure 6) illustrates the purpose of the Virtual Research Community (VRC)
within the EGI ecosystem. The VRC is defined as an organisational grouping that brings together
transient Virtual Organisations within a persistent and sustainable structure. A VRC must be a self-
organising group that collects and represents the interests of a focussed collection of researchers
across a clear and well defined field. Named contacts are agreed upon by the VRC to perform specific
roles and these then form the communication channel between the VRC and EGI.
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Figure 6. Integration of Virtual Research Communities with EGI

5.3 Joining an existing VRC

Existing VRCs run applications for research domains as diverse as high energy physics, life
sciences, astronomy, astrophysics, computational chemistry, earth sciences, fusion. The current list
of active VRCs and their VOs can be found on the User Support section of the EGI website, together
with information on how to join: www.egi.eu/user-support.

5.4 Registering a new VRC

EGI invites international scientific communities to establish new VRCs. The proposal must
demonstrate that it represents a community of researchers that has an established existence outside
of the VRC, i.e. that it has structure (such as an ESFRI project, EIROFORUM laboratory, national
research structure, professional organisation or affiliation, etc.) and that this body represents this
particular community. The VRC must also show that it has an established governance model and
open mechanisms for new participants to enter (or leave) the organisation, and that all members of
this organisation will have access to all the services offered by the VRC, i.e. beyond those who are
just part of the proposal. These conditions enable EGl.eu to recognise the VRC as being the ‘voice’ of
a particular community of users within the infrastructure. EGI can also provide help and advice on
suggested best practices for such organisational models if needed. All communication should be
through the Chief Community Officer cco@egi.eu. The procedure for VRC accreditation in EGI is
described in Appendix B.

5.5 How are new communities being supported

VRCs are initiatives which seek to bring research communities together and support their use of
DCI production infrastructures. Their driving force is often a research project, such as WeNMR or
GISELA, but sometimes they cover several projects that are interested in the same scientific domains.
As the research communities using the European e-Infrastructures continue to grow, scalable
support models need to be developed that will support both large and small communities.

Within EGI, the focus of this scalable user support model will be the Virtual Research Community
(VRC), which provides a focus for large structured research communities to interact with EGIl — both
in obtaining support and for expressing their requirements. Direct support for user communities
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relating to their use of the infrastructure will be provided through the NGI support teams within EGI-
INSPIRE. Domain specific support is one of the services that will be provided through the VRC,
alongside training, dissemination and general community coordination activities. It is envisaged that
some VRCs will be initially funded through EC projects, but will migrate to self-sustaining entities
supported by their own communities over the next few years.

Once accredited, a VRC will be formally represented on the User Community Board (UCB) and
therefore indirectly on the User Services Advisory Group (USAG) and these two will provide a formal
channel for capturing and prioritising their requirements and feeding them into the development of
EGI services. Smaller collaborations will continue to make direct use of EGl‘s support mechanisms
without going through a VRC.

6 SUPPORT ACTIVITIES IN EGI-INSPIRE

User support in EGI-InSPIRE spans across several work packages:

e The NA3 work package is responsible for the support of new users, for the support of
emerging communities.

e The SA3 work package is responsible for the domain specific support of heavy user
communities.

e The SA1 work package is responsible for resolving infrastructure-related problems, and
thus indirectly involved in the support (mainly the helpdesk-style support) of both new
and heavy users.

New users are expected to be engaged with EGI from two directions: NGIs catalyze national
research communities; EGl.eu engages with international research communities. Engagement with
user communities is done by the dissemination teams within NGls and within EGl.eu.

After contact is made with users, the next step is to capture, process and understand their
requirements (through consultancy). This is done by NGI USTs within the TNA3.3 task, and by EGl.eu
UCST within the TNA3.2 task. One outcome of this requirement gathering process is the list of
actions that need to be taken by NGI user support teams to serve the users: provide training; develop
new training content; port application; arrange access to application; update documentation; setup
VO; etc. These actions are accomplished by NGI USTs within the TNA3.4 task. Another outcome of
requirement gathering process is feedback that is collected and forwarded to USAG. USAG can advise
the update of user support services, technical services or shared services in order to meet these
requirements. The capture, collection and analysis of feedback is done within the TNA3.2 task by
both the NGI USTs and by EGl.eu UCST. Changes of the technical services are implemented within the
TNA3.4 task, within SA3 or SA1 work packages. Changes of the user support processes are
implemented by NGls within the TNA3.3 task.

7 CONCLUSION AND STEPS FOR THE FUTURE

This document, produced three months into a four year project presents a detailed but broad
overview of the user and community support processes within EGIl and their governance mechanisms
which will steer them towards the overarching goal of EGI, to provide a sustainable research
infrastructure for Europe. We have presented the key components of the NA3 — User Community
Coordination work package as being: the User Community Support Team (UCST) based in EGl.eu,
Amsterdam, the NGI Support Teams (NGI UST) distributed across the partners but coordinated from
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Amsterdam and the Technical Services coordinated by IASA (Greece) and undertaken by partners in
Greece, UK, Spain and Portugal. The key focus of UCST is to support sustainable international
research groups through the Virtual Research Community (VRC) model. The key focus of NGI UST is
to contribute materials, ported applications, training material and training sessions, portal and
dashboard components as required by the community. Finally, a collection of Technical Services will
be provided for users of the EGI infrastructure. These will comprise: a training events calendar, a
training repository for training related material from and for the community, a database of ported
applications from and for the community and finally a collection of Virtual Organisation (VO) services
made available through easy to use portals and dashboards.

All of the above will be promoted and delivered from within the EGI web site, which will evolve
over the duration of the project as we gather and assimilate more of the community’s needs and
requirements. NA3 will lead and participate in a number of committees including the User
Community Board (UCB, as leader), User Services Advisory Board (USAG, as leader) as well as the
Technology Coordination Board (TCB).

Whilst the goal for the first quarter of the project has been to establish the staff and other
organisational resources the goal for the next quarter and indeed the remainder of the first year is to
get the process up and running. To achieve this as swiftly as possible we need to focus on the
following activities:

e Finalise the definitions relating to all aspects of NA3. These include: terms of reference for the
committees, Memoranda of Understanding (MoU) between EGI and the candidate initial VRCs.

e Agree and sign MoUs with the first 2-3 VRCs within weeks in to the second quarter.

e Establish and convene the USAG and UCB committees.

e Finalise the process and plan for redesigning the delivery of all of the web-based resources
based on a formal usability study-based approach, to initiate this process and to deliver the
first iteration of improvements within the second quarter.

e Continue the outreach programme by attending at least three more specialist subject
meetings of candidate VRCs.

e Continue establish links between UCST and NGI USTs, create a knowledge base about the
capabilities and services of NGI USTs.

This document will be revised annually. It is envisaged that the next iteration will deliver a more
detailed and integrated plan and process description for a cohesive and tightly integrated collection
of services and resources that will both serve communities needs and deliver back to EGI a detailed
set of prioritised requirements from the new and established user communities. The document will
also report on the broader user requirements in a fully analysed and prioritised manner in terms of
need and economic viability.
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8 APPENDIX A — DESCRIPTION OF TECHNICAL SERVICES FOR USER

SUPPORT

8.1 GGUS (Global Grid User Support) System

The GGUS system is a helpdesk and request tracker service used by all the activities of the EGI-
INSPIRE project. In User Support, GGUS is used as a helpdesk to record tickets from users in which
they request support, or report a problem. The GGUS system creates a trouble ticket to record the
request and tracks the ticket from creation through to solve. The user of the system should not need
to know any of the details of what happens to the ticket in order to get it from creation to solve.

Tickets can be submitted into GGUS using its main Web interface that is available at [R5], one of
its local Web interfaces (such as the one which soon will be integrated into the EGIl.eu User Support
webpage [R2]), or by sending an e-mail to helpdesk@ggus.org. Such e-mails are converted into
tickets by the GGUS server automatically.

GGUS tickets are processed and answered by “GGUS support units”. A GGUS support unit is a
group of people who are specialised to answer problems and requests that are related to a specific
field of grid usage. Support teams of EGI are implemented within GGUS in the terms of support units
and these units can answer tickets, and can delegate tickets to other support units within the system
(See Figure 7). EGI User Support aims to establish one support unit for EGl.eu UCST, one for the NGI
USTs, and one unit for each of the technical services that have significant number of users. Such a
structure would result a robust and effective mechanism to answer users’ request independently of
the users’ and the experts’ physical location, nationality or institutional role. Should any of the user
support units become a bottleneck additional ones can be established. (E.g. large NGIs can establish
their own NGI UST support units.)

delegate SU of
BP% £Gl.eu UCST

Portal and Delegate
e-mail persons *
. 4
interface R4

SUs of NA3 /,'
technical

services
Other interfaces
to GGUS
ticketing system

Different user groups

Other SUs

(e.g. operation,
middleware, etc.)

Figure 7. User Support Units within the GGUS system.

EGI-InSPIRE INFSO-RI-261323 © Members of EGI-InSPIRE collaboration PUBLIC 26 /37


mailto:helpdesk@ggus.org

L
- &
11T
[

.y

e-infrastructure

While the experienced users know and can use the official Web interface of GGUS [R5], new users
— especially representatives of scientific communities — should be given with a more simple way of
opening support tickets and receiving answers. For them the EGl.eu UCST aims to open a simplified
Web form on the EGl.eu webpage. This form would enable non-technical persons to ask for specific
support services, primarily consultation. The requests submitted through the EGl.eu webpage are
directed to the EGl.eu UCST, who can then either answer it directly, or forward the request to an NGl
which is the most appropriate to answer it. Additional interfaces to GGUS are expected to be set up
also by some NGls. These interfaces provide customised access for users, and can direct tickets to
specific support teams faster, with less, or ideally without any delegation, speeding up the solution.

The GGUS portal with its central portal and email interfaces are operated by the SA1 work
package of EGI-InSPIRE for the whole project.

8.2 Training event registry

This registry allows trainers to advertise their training events and to be made aware of other training
events being run within the community. It also provides potential attendees with information about
events within their local area and globally. The registry consists of a registration maker (See Figure 8)
— that can be used by trainers to add new events - and a Webpage with the registered events (See
Figure 9). This view is moderated by a moderator. Both views of the registry are accessible through
the User Support section of the EGl.eu webpage [R2]. Further details on the registry are given in the
MS302 EGI-InSPIRE milestone document [R3].

e@l European Grid Initiative

» Towards a sustainable production grid infrastructure«

About EGI.eu =~ ‘ User Support — ‘ Deployed Tec gy ~ ‘ Production Infrastructure — ‘ Results — ‘ Projects = ‘ Collaboration = ‘SIte Map‘

EGI: Training Administration and Planning: Add your event

Please note that if you wish to use GILDA, then this must be booked first. Please go to https://gilda.ct.infn.itrequest_tutorialfindex.php to
request use of the GILDA grid before you finalise dates.

To add your event to the egee events schedule please fill in the form below:

Event Title: *
Start Date [2010-07-27 03:00 i

End Date [2010-07-28 17:00 i

URL for Agenda Maker Page: http:// *
Local Organisers First name: *
Local Organisers Last name: Wl
Local Organisers email: *
Location (Town): *
Location Country: [Albania 7+

NeSC is offering Registration support for EGI events. If you wish NeSC to support an event you are organising with registration and a
registration web page please select the appropriate option below. You will be asked to provide further information on the next page.

) lwould like NeSC to support my event by providing Registration and a Registration Page

() No thank you | do not require support for registration. *

€ Submit Request )]

Figure 8. Event registration page for trainers.
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G@I European Grid Initiative
» Towards a sustainable production grid infrastructure«
About EGI.eu — ‘ User Support < ’ Deployed Technology =~  Production Infrastructure — ’ Results = ‘ Projects < ‘ Collaboration =~ ‘ Site Map‘
EGI Training Events
Event Title Start Date 2009-07-27 End Date 2011-07-27 Results Per page 20 4| (‘Search )
Results page: 1234 » ¥
No Title Location Dates Summary/Registration
1. GRID DAYS Bucharest, Romania 20 April, 2010
2. 1stILC glite Training Course Tsukuba, Japan 20 - 22 April, Summary
2010
. Introduction to gLite Uppsala, Sweden 15 April, 2010
4. Introduction to PL-Grid infrastructure Poznan, Poland 15 April, 2010 Summary
5.  Rendering service for Photorealistic 3D design on  Zagreb, Croatia 14 April, 2010
grid infrastructure
6. EGEE Grid Training at M SANU Belgrade, Serbia 9 April, 2010
7.  Introduction to grid computing Zagreb, Croatia 8-9April, 2010  Summary
8. Introduction to cluster computing Zagreb, Croatia 7 April, 2010 Summary
9. Grid5000 School Lille, France 6 - 9 April, 2010
10. TR-Grid User Training for Specific Local Ankara, Turkey 5-9April, 2010 Summary
Communities
11. gLite training at ICM Warsaw, Poland 26 March, 2010  Summary
12. Basic grid tutorial Budapest, Hungary 26 - 28 March,
2010
12  IPN Trainina - | lea rirainina nn arid Camniitina Nreav Franre 25 . 2R Marrh Qiimmary

Figure 9. List of training events in the event registry.
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8.3 Repository of training materials

This repository provides access to a digital library which holds all forms of training related materials.
This acts as a resource allowing trainers to share, find and re-purpose materials. The content of the
library can be reused by NGIs to run courses, all the files are under Creative Commons licence. The
registry is accessible through the User Support section of the EGl.eu webpage [R2]. A screenshot of
the digital library is shown in Figure 10. Further details on the repository is given in the MS302 EGI-
INSPIRE milestone document [R3].

Home » Training

e@l European Grid Initiative

» Towards a sustainable production grid infrastructure«

About EGI.eu = | User Support = | Deployed Tec gy = | Production Infrastructure = | Results = | Projects = | Collaboration = | Site Map

Browse the Digital Library of Training Material

> >> displaying 1 to 10 of 8021

Current Selection
Viewing all documents!
Info: J. Tatemura (author) 2007-01-12

Successful realization of the Grid vision of a broadly applicable and adopted framework for
distributed system integration, virtualization, and management requires the support for

Search
( press ESC to close suggestions)

Type
annotation article assessment
audio blog
book ca code exemplar collection
course event exercise
handbook/manual image manual
module podcast pollresults
H report
presentation r
series
software standard thesis tutorial
user video web service website
wikl

Subject

application

application porting and
deployment

applications architecture biology
biomed grid chemi
computer applicatio
coregrid summer s
data management demo
e-infrastructure e-sclence
earth science egee

egee
conference
egee user forum

and_ncar anvirnnmante and nartal

configuring Grid services, their deployment, and managing their lifecycle. A major part of this
framework is a language in which to describe the componenis and sysiems that are
required. This document, produced by the CDDLM working group within the Open Grid
Forum (OGF), provides a definition of the XML-based configuration description language and
its requirements.

http:/iwww.ogf.org/documents/GFD.85.pdf

Report for the GGF 15 Community Acivity: Leveraging Site Infrastructure for Mult-Site
Grids
Info: Von Welch (author) 2007-01-18

This document summarizes the Community Activity “Leveraging Site Infrastructure for Multi-
Site Grids” held at GGF 15 on October 3rd in Boston.

http:/iwww.ogf.org/documents/GFD.89.pdf

OGSA Basic Security Profie 1.0—Core

Info: T. Mori (author) F. Siebenlist (author) 2007-01-12

The growing number of Web services specifications makes it important to understand and
define the interaction and use of these specifications to ensure interoperability. In the wider
technical domain of distributed system management and grid computing, the OGSA WSRF
Basic Profile 1.0 [DGSA WSRF Basic Profile] provides the first normative profile, addressing
issues regarding the addressing, modeling and management of WS-Resources, but it does

Figure 10. Library of training materials.

8.4 Registry of trainers

This registry holds information about trainers across the EGI area. It allows trainers to register
themselves and setup a profile which includes basic contact information and experience of various
topics of grid computing and EGI. The purposes of the registry is to allow trainers to contact each
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other and solicit expertise to help support their training activities, help EGl.eu find trainers for events
requested by users through their helpdesk, and allow clients of the infrastructure to identify experts

in different countries or domains. A screenshot of the Web interface of the registry is shown in
Figure 11. Further details on the registry is given in the MS302 EGI-InSPIRE milestone document [R3].

e-infrastructure

e » lraining

e@l European Grid Initiative

» Towards a sustainable production grid infrastructure«

About EGI.eu - ‘ User Support - ‘ Deployed Technology — ‘ Producti Infrastructure == ‘ Results — ‘ Projects — ‘ Collaboration = | Site Map

Trainers
Quick search: | | (searches in the same order as the columns)
MName (sort) Country (sort) Specialist Technologies (sort) View Trainer
SIPOS, Gergely (Mr.) Netherlands glLite,p-GRADE ("Show Trainer )
MCCONNELL, Robin (Mr) United Kingdom glite (‘Show Trainer )
KATSIFODIMOS, Asterios (Mr.) Cyprus glite (‘Show Trainer )
ASIKI, Athanasia (PhD Candidate) (‘Show Trainer )
GKAMAS, Vasileios (Mr) Greece glite (‘Show Trainer )
POP, Florin (Mr.) Romania Condor,glLite,Globus (‘Show Trainer )
IACONO-MANNO, Marcello (Dr) (‘Show Trainer )
LA ROCCA, Giuseppe (Dr) ltaly (‘Show Trainer )
KOTLYAR, Victor (IHEP) Russia glite (‘Show Trainer )
GEORGATQS, Fotis (Drs) Switzerland gLite,Globus,ARC (‘Show Trainer )
SCIBILIA, Fabio (Dr.) (‘Show Trainer )
SOTIROPOULOS, Aristidis (Dr) Greece (‘Show Trainer )
DOBRUCKY, Miroslav (Mr.) ("Show Trainer )

Sttt
(TR P VI LV R ER DY o PN F—— =

Figure 11. Registry of trainers.

8.5 Application database

The EGI Applications Database (shortly called AppDB) [R15] is the descendant of the EGEE
Applications Registry portal and it provides a catalogue of applications that have been ported, or are
being ported, within the EGI infrastructure. As such it enables new communities to discover and
reuse EGI applications, thus avoiding duplication of effort. By the reuse of ported applications one of
the main barriers of grid adoption is eliminated.

People can search for applications in AppDB matching a pattern (such as scientific domain). The
developers and scientific users of applications are also registered in AppDB and can be contacted for
guidance on application usage or further developments. Currently, AppDB provides, among other
information, the name, description, discipline and sub-discipline of applications, status, useful
websites, abstract, scientific contact list, related publications and associated VOs. Moreover, besides
scientific applications the AppDB also stores the so called “RESPECT tools” (Recommended External
Software for EGI Communities), which are high level tools that provide useful functionalities for the
development of grid applications. Furthermore, during the EGEE to EGI transition process, the
concept of storing personal profiles for each individual application developer and researcher was
introduced in AppDB, a feature that aims at simplifying the search for application developer experts
who possess specialised knowledge. A screenshot of AppDB is shown in Figure 12.
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- “Se e
‘I EE: %I Applications Database

249 matches |‘i

floma, Fiter ~  Discipline Country Region Consortium

Applications & Tools

7 llelo]|l1o]][11] > 8=
* Applications: e Astronomy, Astrophysics, and Astro-Particle Physics (54) — —— —— —— —— ——
. ?ﬂﬁ‘i”” Sl e Computational Chemistry (17) o (nonameyet) = (no name yet)
o Al (19) %.’ * Computer Science and Mathematics (30) ¥  Manage Reputation over % On GAG-Codes and
e ® Earth Sciences (19) . MANETs 9 . Geometric Goppa Codes
© RESPECT (19) A * Fusion (6) d &
* High-Energy Physics (15)
+ Register Application « Life Sciences (59)
« Others (57) | 2D-MC-MOSFET 3D-tdMC

=7 (-
20 Mente Carlo Doble %" Three dimensional time
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2 MPI code for a 3D Academy of Athens- X Abaqus by SIMULIA ABC
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modelE
ABC ABINIT ADAP ADAT
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» ABINIT Advanced Diagnostics 238K @ M Archivio Digitale Antichi
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© Institute of Accelerating Systems and Applications, 2009-2010
Athens, Greece v.0.1.1-8

Figure 12. EGI Application Database

At the time of writing, the first release of the EGI Applications Database portal is in production, and it
provides read-only access to the hosted applications and people data. The next step is provide write
mode for application developers using the authentication mechanism of the EGI Single Sign On (SSO)
system. The next release of the AppDB with this features is expected to be in production autumn
2010. Further details on AppDB is given in the MS303 EGI-InSPIRE milestone document [R4] and
online [R15].

8.6 CIC operation portal

Virtual Organisations are the physical representation of scientific collaborations at the grid
infrastructure level. A VO on EGI consists of computing and storage sites, other types of distributed
and grid services, and the people who are sharing and have access to these resources. New and
expanding communities very often want to enable new VOs on the infrastructure in order to serve
the needs of a new experiment, application or group. The CIC operation portal is a Web page which is
available at [R6].

The CIC portal is used on one hand by representatives of scientific communities to register new VOs,
and on the other hand by end users, who look for a VO that they can join to access particular services
or applications on the grid.

UCSTs are expected to make the users aware of this service and train them on how to use it, how to
search for VOs and how to interpret the information found about them.
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®
The VOs that are registered on the CIC portal must be first approved before they appear publicly for

users. This approval process is currently managed by the EGl.eu UCST, but the project will consider of
delegating this tasks to VRCs.

8.7 Dashboards and other services for VO monitoring and operation

The CIC Operations Portal allows the registration of new VOs on the infrastructure. To lower the
barriers of the setup of new VOs, EGI also offers VOMS hosting for new VOs. VOMS hosting means
that EGI can provide VOMS server for any new VO, given that the VO is multi-national or its host NGI
cannot provide a VOMS server for it. Broadening the set of central services that EGI can offer for VOs
(e.g. LFC, WMS, etc) could lower the barrier for VOs, resulting in a larger number of VOs and users on
the infrastructure. At the time of writing (September 2010) the NA3 activity is performing an analysis
of VO's requirements, EGI’s resource to see what services and under what circumstances could be
provided for VOs by EGI. This set can include services for VO setup (such as LFC, WMS), services for
VO management, monitoring, operation (such as Dashboard, application-specific monitoring), and
services for VO de-registration.

Through the processes that are described in Section 4 NA3 will ensure that the services evolve in
such a manner as to meet the needs of new communities as they engage with the infrastructure.

8.8 Web pages

In order to guarantee sufficient information flow between user support teams, and between user
support teams and users, EGI operates two web pages that are dedicated for this purpose. One is the
User Support section of the EGl.eu webpage [R2]. This is for the general public and introduces the
concept and services of User Support in EGI, as well as serves as a directory from which other
services can be accessed. At the time of writing, this public webpage provides a form where users
can submit support requests using the GGUS ticketing system. The EGl.eu UCST is currently
performing a usability inspection of this webpage in order to identify the content that would most
satisfy the visitors’ needs.

The second webpage is the WP3 section of the EGI-InSPIRE Wiki [R7]. This can be accessed by
members of the EGI-INSPIRE collaboration, using their personal SSO account name-password pairs.
This page is used to keep the partners of the collaboration updated with the progress of the WP3
work package, as well as a scratchpad, where UCSTs can note web pages, useful resources, ideas and
any other item that can foster the user support activity. NGl USTs are expected to continuously
contribute to this Wiki site, so the EGl.eu UCST can exploit and integrate content from it into the
overall support roadmap and activities.

8.9 Email lists

Another important way of keeping partners up to date with the user support services and processes
are the three WP3-related email lists operated by EGl.eu:

1. inspire-na3@mailman.egi.eu: has one subscriber from each of the NGls that are involved in
the User Support activity of EGI-InSPIRE. This list has been setup as part of the establishing
confirmed user support contacts from NGls (fully reported in the MS301 milestone
document [R8]). Because the WP3 activity of EGI-InSPIRE does not include every NGI, and
because user support is an essential service which assumed to exist in every NGI, the EGl.eu
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UCST aims to extend this list with user support contacts from every partner country,
irrespectively if they are in WP3 of EGI-InSPIRE or not.

2. inspire-na3-leaders@mailman.egi.eu: the leaders of WP3 tasks (TNA3.1-TNA3.4) and the
providers of technical services are subscribed on this list. The reason of having this list is that
the providers of technical services as well as the coordinators of tasks must be more
connected to each other as well as to EGl.eu, because their services are used by the whole
community. Besides having an email list, the members of the list also have bi-weekly
teleconferences chaired by the manager of WP3 from EGl.eu. The agendas and minutes of
these meetings are available under the EGI Indico [R10].

3. ucst@mailman.egi.eu: this list collects the members of the EGl.eu UCST. As this group
coordinates the work of NGI UCSTs, easy accessibility of the group is required.

The activity-wide mailing list is used primarily to inform NGIs about developments and events that is
everybody’s concern and to communicate strategies, mid and long term goals with partners. The
taskleaders’ list is used to coordinate operational work, to manage daily operational processes. The
EGl.eu UCST list serves the same purpose, but at an even lower level, inside the central support team
in Amsterdam.

8.10 Training infrastructure

The training infrastructure (t-Infrastructure) provides a pool of infrastructure sites and services that
can be used by NGIs to deliver hands-on tutorials for users. This t-infrastructure is called GILDA and it
physically resides as a VO on the EGI production infrastructure [R9]. Although the operation of this
t-infrastructure is not part of EGI-InSPIRE, this service proved to be valuable for trainers in EGEE and
expected to be used by many of the NGls in EGI. This is especially true since the GILDA infrastructure
has been successfully used at summer schools with UNICORE and Globus middleware besides its
regular glite configuration.

As part of the EGEE-EGI transitioning the GILDA infrastructure has been integrated into the EGI
production infrastructure as a normal VO. NGls with sites in the production infrastructure can now
support GILDA, making GILDA a more reliable enabler of training courses. The GILDA VO operates its
training Certification Authority, which can issue short term, but reusable certificates for trainers and
trainees who wants to use GILDA for grid courses.

9 APPENDIX B - PROCEDURE FOR VIRTUAL RESEARCH
COMMUNITY ACCREDITATION IN EGI

The following steps provide detailed information on the VRC accreditation process for EGI. Within
EGI the model for scalable user support is the Virtual Research Community (VRC). This model will
serve both large and small communities by offering structured research communities a sustainable
mechanism with which to interact with EGI. This will allow the VRC to access EGI services and provide
a point through which EGI can gather objectives and requirements from a defined set of users. The
following section defines the purpose and benefits of the VRC as well as an accreditation process
which involves a set of evaluation criteria for examining potential new VRCs to determine whether
EGI should formally recognise them as appropriate and effective representatives of a given research
community. Once this initial process is complete and contact points have been established more
detailed discussions will take place to establish the technical and contractual agreements.
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9.1 Procedure

All communication should be through the Chief Community Officer (CCO) cco@egi.eu with an email
subject of "Request for new VRC called [your_VRC]"

9.2 Step 0: Before submitting a request for a new VRC

Please check the current list of active Virtual Research Communities [R14]. This is accessible from the
User Support section of the EGI website. This list also enumerates the the currently active Virtual
Organisations (VOs) together with the VRC to which they are associated if applicable. The following
guestions can then be asked:

e Is there an existing VRC that could meet the needs of all or part of the proposed community?
The scope of the proposed VRC should not overlap to any significant degree with any existing
VRG;

e Are there existing VOs whose needs could be met by the proposed community? These may
or may not already be part of an existing VRC;

9.3 Step 1: Initial request

The VRC proposal must demonstrate that it represents a community of researchers that has an
established existence outside of the VRC, i.e. that it has structure (such as an ESFRI project,
EIROFORUM laboratory, national research structure, professional organisation or affiliation, etc.) and
that this body represents this particular community. This community must also show that it has an
established governance model and open mechanisms for new participants to enter (or leave) the
organisation, and that all members of this organisation will have access to all the services offered by
the VRC, i.e. beyond those who are just part of the proposal. These conditions enable EGl.eu to
recognise the VRC as being the ‘voice’ of a particular community of users within the infrastructure.
EGI can provide help and advice on suggested best practices for such organisational models if
needed.

The proposal should also describe how the VRC organisational structure will become sustainable over
time. For example will it adopt a formal legal structure or will it rely on committed services from a
few dominant partner organisations in the field. There is no right or wrong answer as long as the
potential for persistence can be demonstrated. The proposed VRC should respond to the following
points:

1. Which ESFRI Roadmap projects (if any) are affiliated to the proposed VRC?

2. How would your community structure and organise itself in order to present a unified view
as a VRC?

3. Which NGIs/EIROs endorse the proposed VRC by committing to provide access to resources
(compute/data), VO services (e.g. VO monitoring frameworks through dashboards, VOMS for
VO membership registration etc.) and generic user support services (e.g. application porting,
training, etc.)?
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4. How will the proposed VRC have the ability, capability and commitment to provide domain-

specific support including training, dissemination and general community coordination

activities?

5. How will the proposed VRC work with EGI to collect and prioritise requirements from within

the communities they represent?

6. Any required interactions with resource providers outside of Europe should also be noted in

terms of requirements and opportunities.

The application should also include the following information:

e A succinct description of the scope of the proposed VRC in terms of research discipline and

the NGls (if any) that are supporting the proposal.

e Details of the named representatives of the proposed VRC (together with a current email

address and telephone number):

©)

Coordinator: providing strategic and managerial input on the VRC's activity to the
CCO and Director of EGl.eu;

Technical contact: representing the VRC within EGI on the User Community Board
(UCB) and possibly on other groups within EGI (e.g. User Support Advisory Group);

Policy contact: providing input and feedback on the non-technical policies (e.g.
security and usage) being developed by EGl;

Dissemination contact: providing a bi-directional contact point between the EGI
Dissemination Manager (and their staff) and the VRC relating to dissemination
activities

Training contact: providing requirements to evolve the training services (i.e. digital
library, registry of trainers, training calendar) and as contact point for training needs
and services within their community;

User Support contact: route for integrating community-based support units with the
associated Support Unit in EGI;

Security contact: communication point for liaising with the EGI’'s Computer Security
and Incident Response Team (CSIRT) for issues relating to activities of the VRC's

users;

Operations contact: the communication point for any VRC-specific services needed
by the VRC;
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These contact points may be the same person. These representatives (or additional people)
may be invited to participate in other EGI bodies depending on the interests of the VRC.
e A justified estimation of the size of the VRC at a European level in terms of users, Virtual

Organisations (VOs) and services and resources (compute & data) that already exist within
the VRC and which are or could be integrated with the EGI infrastructure®;

e A summary of the applications that the proposed VRC would need together with information
about who would support these applications.

Note:
1. The VRCs must agree to name a technical representative (with deputy) for the EGI User
Community Board;

2. The VRC may be asked to nominate a representative for EGI-INSPIRE’s External Advisory
Committee;

3. The VRC may be asked to nominate representatives to serve on other advisory groups as
appropriate; The VRC will accept and enforce EGI’s acceptable use and security policies;

4. The VRC's named dissemination contact will work with EGI’s dissemination team to share
and coordinate dissemination activities and materials;

5. The VRC’s named training and user support contact will work with the EGI User Community
Support Team to integrate services;

9.4 Step 2: Approval

VRC proposals are reviewed and approved by the EGI User Community Board. This process may take
up to a month.

9.5 Step 3: Response

Within one month of submission, a letter confirming or rejecting support for the proposed VRC will
be provided to the requestor by EGl.eu. After this, the process of creating the VRC and aligning its
associated VOs within the infrastructure will commence.

9.6 Step 4: Memorandum of Understanding

The relationship between EGI and the VRC must be captured within an agreement that documents
the bi-directional expectations between EGI (as a representative of the service providers) and the
VRC (as a representative of the community).

3 Integrating existing VRC services into the EGI infrastructure does not mean that they will be freely available to
all but rather they will be accessible to the VRC across the broader infrastructure.
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10 REFERENCES

R1 EGI blueprint:
http://web.eu-egi.eu/documents/other/egi-blueprint
User Support section of the EGl.eu webpage:

R2 .
http://www.egi.eu/user-support/

R3 MS302 Milestone document (Training Website):
https://documents.egi.eu/document/104

R4 MS303 Milestone document (Ported Applications Website):
https://documents.egi.eu/document/92

RS GGUS system Web interface:
WWW.ggUs.org

RE CIC Operations Portal:
http://cic.gridops.org/

R7 WP3 section of the EGI-InSPIRE Wiki:
https://wiki.egi.eu/wiki/EGI-InSPIRE:Main Page#WP3: User Community Coordination

RS MS301 Milestone document (User Support Contacts):
https://documents.egi.eu/document/60

RO GILDA Training VO:
https://gilda.ct.infn.it/

R 10 Fortnightly NA3 task leaders meetings (agendas, minutes):
https://www.egi.eu/indico/categoryDisplay.py?categld=10

R11 MS601 HUC Contact points and support model:
https://documents.egi.eu/document/91

R12 User Community Board:
http://www.egi.eu/policy/internal/User Community Board UCB.html

R13 User Services Advisory Group:
http://www.egi.eu/policy/internal/User Services Advisory Group USAG.html
Virtual Research Communities of EGI:

R 14 . .
http://www.egi.eu/user-support/user communities/

R 15 EGI Application Database:

http://appdb.egi.eu/
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