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This document describes the user community support process within EGI. These processes are being established within the EGI-InSPIRE project with the goal that they will be sustainable within EGI.eu in the future. This public report lists the support units (operational, software, applied, ...) detailing their interfaces into EGI.eu and their roles, responsibilities, metrics and escalation procedures. [month 3]
[bookmark: _Toc267474169]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.
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[bookmark: _Toc127761659][bookmark: _Toc431023278][bookmark: _Toc492806028][bookmark: _Toc127001211][bookmark: _Toc130697440][bookmark: _Toc267474171]Document amendment procedure
[bookmark: _Toc105397224]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 three documents, updates taking place during the project at month 15, 27 and 39, evolutions and new supporting tasks and mechanisms being reported in the latest version, according to the EGI inspire project advancements and the partners projects. 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).

[bookmark: _Toc127001212][bookmark: _Toc127761661][bookmark: _Toc127001213][bookmark: _Toc130697441][bookmark: _Toc267474172]Terminology
A complete project glossary is provided in the EGI-InSPIRE glossary:
 http://www.egi.eu/results/glossary/. 

[bookmark: _Toc127001214][bookmark: _Toc127761663][bookmark: _Toc267474173]rational for user support

Scientific research is becoming increasingly cross boundaries and trans-disciplinary between scientific communities. It generates larger sets of data and necessitates larger-scale use and analysis of data, consequently increasing the need for larger e-infrastructure to support the applications generated to make use of these data. 

EGI.eu through several initiatives and the project EGI-inspire continues its transition toward a sustainable e-infrastructure which started with the EGEEIII project. EGI will therefore support grids for high performance and high throughput computing resources and seek to integrate new DCIs[footnoteRef:1] as interoperability and agility are prerequisites from the Users Communities.  [1:  Distributed Computing Infastructures: Clouds,supercomputing, Desktop grids etc…] 

 
The focus of the EGI-InSPIRE project is an Integrated Sustainable Pan-European Infrastructure for Researchers in Europe. This will be achieved through:
· The continued operation and expansion of today‘s production infrastructure by transitioning to a governance model and operational infrastructure that will be increasingly sustained beyond specific project funding.
· The continued support for researchers within Europe and their international collaborators that are using the current production infrastructure.
· The support for current heavy users of the infrastructure in Earth Science, Astronomy & Astrophysics, Fusion research, Computational Chemistry and Materials Science, Life Sciences and High Energy Physics as they move to sustainable support models for their own communities.
· Interfaces that expand access to new user communities including new potential heavy users of the infrastructure from the ESFRI projects.
· 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.
· Establishment of processes and procedures to allow the inclusion of new DCI technologies and resources (e.g. Cloud infrastructures, volunteer desktop grids, etc.) into the production infrastructure as they mature and demonstrate value to the European community.

EGI.eu, as the central coordinating organisation will support the collaborations with the NGIs throughout Europe, thus allowing the integration and interoperation with individual National Grids Infrastructures. Further to this vision’s implementation, EGI.eu will be the coordinating hub for European DCIs, bringing existing technologies into a single integrated production Infrastructure for Researchers in the European Research Area and beyond, with the international collaborations initiatied by and for the VOs.

The following paragraph is coming from DoW. Consider rewording

EGI-InSPIRE will collect requirements and provide user-support for the current and new (e.g. ESFRI) users. Support will also be given for the current heavy users as they move their critical services and tools from a central support model to ones driven by their own individual communities. The project will define, verify and integrate within the Unified Middleware Distribution, the middleware from external providers needed to access the e-Infrastructure. The operational tools will be extended by the project to support a national operational deployment model, include new DCI technologies in the production infrastructure and the associated accounting information to help define EGI’s future revenue model.

This document presents the supporting mechanisms in place in EGI and within the NGis for supporting user’s communities when creating, using and sharing their applications, providing the ground for further collaboration between the grid infrastructure represented by EGI.eu and the user communities.

[bookmark: _Toc267474174]Overview of User Community Support Processes

[bookmark: _Toc267474175]User support within the EGI ecosystem
[Here is a description to be taken from the DoW and other related documents/roadmaps fromEGEE3]
User Community Support Process: The support EGI offers to the user community is built around the Support Units located within the EGI-InSPIRE’s partners or collaborating projects and accessed through the EGI Helpdesk. 

[image: Relationship_WPs_EGI.JPG]

Figure xxx: relationship between the EGI-Inspire work packages 

[bookmark: _Toc267474176]The EGI User and Community Support Team
Coming from DoW,consider rewriting and inserting new developments 

EGI’s e-Infrastructure will need to support different sized user communities – ranging from the small international research collaborations, to large internationally funded research labs and research projects. The support provided will be reactive (i.e. dealing with issues referred to it through the helpdesk system and referred to it through other sources) and proactive (i.e. by engaging with the user communities through VRC and other community meetings). Through the EGI Helpdesk, EGI-InSPIRE will provide a ‘front desk’ for new users, new communities and non-operational issues with which the user community requires assistance. This may include requests for changes to the operational tools or deployed middleware, support for setting up new VOs or porting applications to the infrastructure. These requests will be passed to the relevant NGI support teams, teams within EGI.eu and partner projects as required. EGI will contribute to the established Winter and Summer Schools on Grid Computing as part of a broader community resourced effort. The availability and accessibility of documentation relating to the use of the infrastructure will be continually reviewed. This will include an analysis of issues reported to the EGI Helpdesk to see if the documentation could be improved, identifying where there are gaps in the training material coming from the software providers, and the material EGI.eu provides to guide access to its services. These documentation issues will be reported to the relevant teams in EGI.eu, the NGIs and other projects for correction.
[bookmark: _Toc267474177]The NGI User Support Teams
coming from DoW, consider rewriting

To ensure the feasibility of the user’s support mechanisms, the NGIs contribute efforts to distributed user-support teams. These are brought together as support units within the EGI Helpdesk and provide:

· Consulting for New Communities: Providing technical advice on the available technical and support services available to new users and the various DCI technologies that EGI could provide access to in order to support their research activities.
· Application Database: Staff within the NGI will come into regular contact with users who have ported applications to the EGI production infrastructure. These applications will be recorded in the applications database to benefit other users and user communities.
· Documentation: Experts in the NGI will be available to contribute to new documentation as new technologies and procedures become available. This work will leverage documentation activities already taking place within many NGIs.
· Training: Many NGIs already provide their own training facilities. This support unit will provide a link between EGI training coordination and national training resources.
· Portals and Science Gateways: Expertise within the NGIs will be made available to users to deal with consultancy and issues around the provision of web-based technologies to access DCI platforms.
· Dashboards: VO Dashboards are used by communities to validate that the sites claiming to support their VOs really are able to do so. NGI expertise will assist VOs in developing their community specific site validation tests using the frameworks supported by SA3.
· Application Porting Support: Experts within the NGIs will be available to support user communities in the porting of applications to the production infrastructure.
· Resource Allocation: Responding to requests for access to resources from user communities.
· Trainers for generic grid training and the necessary training resources will be provided through NGI support teams. Technical experts in the NGIs will be able to provide consultancy to new communities, advice on application porting support and interaction with the application database. Once established the NGI teams will provide support relating to dashboards to provide customised views of the resources available to the VOs, and help to establish portals or science gateways. Across all of these activities, the NGIs will contribute expertise to revise the documentation as it is required.

[bookmark: _Toc267474178]The role of the virtual Research Community
Coming from DoW, consider rewriting

Virtual Research Community (VRC) projects such as WeNMR, GISELA and others which seek to bring research communities together and support their use of DCI production infrastructures 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 EGI – both in obtaining support and for expressing their requirements. Direct support for user communities 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. Smaller collaborations will continue to make direct use
of EGI‘s support mechanisms without going through a VRC. The VRC accreditation process is described later in this document.
[bookmark: _Toc267474179]Mechanisms for new Community Integration 
EGEE has been generating new partnerships between communities’ members and across the board throughout its lifespan, thus increasing the interaction with scientific communities as to design a well thought user based support infrastructure. The communities having experience with EGEE are part of the EGI User Communities will be benefiting from the services offered through EGI and the NGIs. While support is an evolving process adapting to the needs of the communities, the already known user communities will continue contributing to best practices and tools definition for EGI and the subsequent NGIs to best support them in their activities.

However, as the infrastructure evolved within EGEE and now EGI, various communities having large need for computational power have been created such as the ESFRI projects, aiming at establishing large scales e-infrastructures. EGI intends to link these new HUCs with the existing e-infrastructure and support them in their integration mechanisms. These new user communities will therefore benefit from the experience of EGI members and their own user communities that have already been working alongside the European Grid Initiative to define best practices and governance mechanisms that respond to the need for larger community based support. 

[bookmark: _Toc267474180]How are new communities being supported
While some communities have been involved with EGEE and its supporting mechanisms since the early stages of the infrastructure definition assisting in building coherent architecture and services, new communities joining the EGI infrastructure currently need to enter a learning process where they will have the chance to explore their needs against the currently existing services. A thorough definition of the newly integrated communities needs will therefore be required prior to fully benefit from the EGI infrastructure.

In order to support the integration and collaboration with the new communities, EGI and the related NGIs will therefore engage into a larger set of activities compared to already integrated communities. This will result in more e-marked definition of needs and services, comparison with existing sets of services, middleware’s and very often, a direct work onto better interoperability with the already in use sets of software’s and middleware’s.

EGI Inspire therefore, as an integrative infrastructure will analyse the communities’ needs in order to best provide the necessary transformations for a faster and easier integration of new communities. These will be described in detail in the coming chapters of the document.

Once the gap analysis will have been performed, the communities VOs will be supported through a subsequent set of tools, applications and integration mechanisms and become a full part of the EGI infrastructure and provide EGI.eu with the requirements needed to expand the infrastructure and increase the infrastructure interoperability both with the VO’s sets of tools and applications but also with other infrastructures that already have supported some of these new communities. 
[image: ]
EGI-InSPIRE support activity within the User Community 
to be moved to more accurate section on VO supporting mechanisms 

Assistance for new users and new communities in their initial use of the production infrastructure is essential for the community to expand and will be delivered through the User
& Community Support Team within EGI.eu (See Figure 8). All users will be encouraged to make contact through the EGI Helpdesk so that the activity associated with their request can be tracked and the response monitored. For new users and communities this initial interaction will be followed by a face-to-face meeting to understand their needs – if contact has not already been established on previous occasions. 

The User & Community Support Team (UCST) will be involved in delivering:
Documentation: Effort is provided to ensure that the documentation being presented to new users is complete and matches their experiences when they start using the infrastructure.
Training: New users and communities will be directed to the training opportunities (grid schools, online training, national training sessions, domain specific, etc.) coordinated by EGI through its NGIs and partner projects to smooth their adoption and use of DCIs.
Consulting for New Communities: Staff in the UCST will make initial contact with new users and communities to assess their needs. Once an assessment is made the users will be redirected to the appropriate VRC, SSC or NGI consulting services.
Application Porting Support: Some communities may also need to access the application porting support capabilities provided within the NGIs, VRCs or by partner projects which will be facilitated by the UCST.
Requirements Gathering: Experienced users and user’s communities (frequently represented by VRCs) will inevitably make complex demands of the infrastructure.
Dedicated staff will be able to build relationships with the relevant VRC contacts by attending their meetings and understanding their evolving needs, enabling representatives to provide a voice‘ for the community within EGI.eu‘s various management groups.
Infrastructure Planning: Any technical changes in the production infrastructure gathered from the users will be coordinated by the UCST within the relevant EGI.eu management bodies – which is in addition to the dedicated representation that heavy user communities will have.
Resource Allocation: Brokering requests from new communities (VOs) for resources with resource providers in the infrastructure. It is expected that most communities will
integrate their own community‘s resources into the production infrastructure.


[bookmark: _Toc267474181]operational tools and services for communities
The User Community Support Process work package is strongly interacting with other WPs and defines the mechanisms for the users to better apprehend the different sets of tools and services through provision of general services, technical and specific services. 

Intended to provide an overview of the existing operational services and tools that are accessible for the community, the present chapter will illustrate the community support mechanism that will allow communities and users to access, use and develop further their applications. This document will be evolving within the lifespan of the EGI inspire project, providing lessons learned as well as new supporting mechanisms, thus easing discussions between services providers, user communities and grid infrastructures. This shall impact strongly on other issues such as interoperation, sharing of technologies and applications across the board, which in turn will provide the ground for a full user experience of the production infrastructure EGI.eu and the related middleware’s, software’s and applications. 
[bookmark: _Toc267474182]General Services to VOs
[bookmark: _Toc267474183]Training
[Further information will be available shortly once MS302 has completed the review process which is currently underway]
General Information Training 
Essential to the user community support process is the training scheme that will be provided by EGI, the NGIs and the Heavy Users Communities (HUC). In order to provide the best support to the scientific user communities, EGI Inspire will therefore organise the monitoring of the trainings and trainers to establish a coherent training scheme.

EGI.eu itself will not be providing training. EGI will coordinate information about training and trainers together with the hosting and accreditation of training material and resources. In addition, EGI will be able to provide valuable information about the training needs of the various communities which will guide future directions from training providers whoever they may be.

Trainings will therefore be provided by VOs for application aspects, by NGIs for the technical aspect of grid related application porting to the grid and for grid technologies while other actors already involved with HUCs, ESFRI and other communities will be providing specific trainings related to their applications. EGI-Inspire will therefore encourage the rationalisation of training schemes and contents, enhancing the coherence of the use of grids, related softwares and applications by communities. 

Core to the understanding of the limits of training is the concept that each community will both provide and receive training depending on their needs and capacity and that EGI-inspire will remain agile to be able to coordinate and increase the impact and the dissemination of the core functionalities, infrastructures software and applications from and to the communities. New comers and new communities will specifically be targeted to assist in designing training schemes and plans and a particular effort will be made in interlinking the existing training, thus avoid redundancy and incoherencies that could endanger the ongoing collaborations between EGI-inspire and the communities. 
The EGEE training support services (a registry of trainers, a calendar of training events, and a digital library of training materials) have been migrated from the EGEE web site to the EGI.eu web site. In order to support this process, and to make the services robust to expected short term modifications to the EGI.eu web site, the front-ends for the services have been minimally re-factored during the migration process.
This is the first step in establishing the training services within EGI. These services will need to be developed to meet the future requirements of the EGI user community. These developments will have to fit within the framework of the EGI User Support activity as a whole. With the EGI staff now in place and the community forming, potential developments can begin to be formulated. A key element in this process will be the gathering of requirements at the 1st EGI Technical Forum but in relation to usability study, user support metrics will be collected for training through questionnaires answered by the trainees. This will allow further integration of the trainees comments into the training scheme, engaging EGI and the NGIs in rationalizing further the training schemes according to the user requirements and feedbacks.
Immediate developments include a simple form to allow authorised personnel to moderate events, improvements in the interface to allow users to create and edit materials, and to update the look and feel of the EGI.eu web site when the design changes.
Figure xx : Training Web site menu structure

[image: ]
Training Schemes 
STILL TO BE DEFINED 
Tutorials: Using the tools for the first time may require additional information for the user group. Tutorials will be made available by the development teams. An example is for the dashboard where the teams will make tutorials available (see MS601 explanations).
Introduction to the grid infrastructures and applications  
Sys admin training modules: basics
Sys admin training modules: advanced
Specific training modules:

Training on existing applications (HUC’s tools and applications)
Applications that have been deployed on the grid infrastructures and particularly on EGEE/EGI.eu will be proposed to all communities as an effort for standardizing tools developed and apply proven technologies to new categories of users
Training events: the training calendar
To be defined at later stage
The Training events service is accessible at: http://training.egi.eu/index.cfm
The event data is held in a SQLServer database and accessed through ColdFusion SQL queries. All events are moderated before being made visible to the public.
The events are presented as a reverse chronology (most recent first) browse-able list. A search facility allowing search by title or date is also available.
Figure xx : Training Event listing

[image: ]
Training repository: material and accredited trainers
EGI Inspire web portal is currently integrating all information on material available and accredited trainers. The DB is also to evolve with new tools and services being considered for User Community Support, consequently, the number and varieties in terms of training and trainers will be increasing at fast pace. The NGIs trainers and training scheme shall be integrated in there as to provide a thorough overview of the actual training landscape.
EGI Training materials site is available at: http://training.egi.eu/material/index.cfm. The training materials data is held in a Fedora (http://www.fedora-commons.org/) based digital library. Fedora is a well adopted open source standard digital library implementation. Further details of the library structure and implementation can be found in EGEE and ICEAGE project deliverables.
The training materials in the EGI training web site are presented as a browse-able list with a free text search facility, which can search within all documents held, a tag cloud of the types of materials held (video, audio, slides, etc.) and a tag cloud of the subjects of records in the library. See Figure 3.
The EGI Trainers information site is available at: http://training.egi.eu/trainers/index.cfm. The accreditation procedure is outlined in the EGI document at: https://documents.egi.eu/secure/ShowDocument?docid=116
The trainers data is held in a SQLServer database and accessed through ColdFusion SQL queries
The trainer information is derived from the trainer certification process of EGEE 3. The information is presented as a browse-able list with a free text search facility. See Figure 4. For each trainer there is also a drill-down facility to allow more information to be accessed. See Figure xx.
Figurexx: Trainer information list
[image: ]
The list of trainers can be given in alphabetical order using the “(sort)” link. Additional work may be necessary for this option to be more obvious.
Figurexx  Example trainer information drill-down
[image: ]
Contacts and Input forms
Contact and input forms are available at: http://training.egi.eu/contact.cfm A web form providing an email facility to allow users to contact the EGI training activity has been provided (see Figure 6).
Figure xx: Contact Form
[image: ]
This page has links to forms allow the input of new training requirements and to allow input of new training events can be accessed (see Figure xx).

[bookmark: _Toc267474184]Applications database: ported applications library and support

[Further information will be available shortly once MS303 has had the last final changes made at the end of the review process]
[bookmark: _Toc267474185]Other service 
[bookmark: _Toc267474186]Specific Services for User Communities 
[bookmark: _Toc267474187]Shared Services(TSA3.2)
Ggus
The role of GGUS in the EGI infrastructure is more or less the same as in EGEE. Nevertheless there are various workflows to adapt and details to be changed. The major on-going task is to include the new NGIs in GGUS. This can happen in different ways. The simplest solution is to just have support unit for the new NGI. The most sophisticated solution is to have an interface to the NGI helpdesk system that enables a seamless transfer of tickets between the two systems. In the July release of GGUS a first version of the regionalised GGUS (xGUS) has been made available for NGI-DE. Another instance of this is currently under development for NGI_AEGIS.
A workflow for middleware related issues has been agreed between EGI and EMI.
New support units for working groups and other bodies within EGI are being set up.
GGUS depends on the gathering of requirement from its users. These requirements will be collected mainly by the OTAG and the USAG, once these bodies start their work.

User’s Registration and SSO 

VO ID card: VO ID cards hosted at CC In2P3 Lyon compile the information related to a VO. It allows new VOs to register and update their information. The frequency of renewal of VO cards in made according to the information entered on the VOMS but also depending on the VO support services requirements for users. 
User’s Support Help Desks 

a) EGI Help desk:

b) NGIs help desks:

c) Communities Help Desks (including HUCs, communities and ESFRIs):

The Dashboard  
Dashboards provide a generic framework to monitor sites and their services within a VO
using tests specific to that community. Dashboards have emerged from within the HEP community, and are now being adopted by the LS community, to monitor their resources
The above is extracted from DoW. Reword and expand as in this section, the tools must be described with the background of community support and how the tools contribute to that goal

The Dashboard system provides multiple applications. Depending on the information source, some of them are shared by several virtual organizations (VOs) whereas others are VO-specific. 

Bugs and feature requests are tracked through Savannah. 

There are 16 different categories, 1 for the Dashboard framework and 15 for various Dashboard applications. As for the status for the 13th of June 2010 there are 200 open bugs and feature requests and 1135 closed ones. 
In addition to the Savannah system there is a dashboard support list where users can ask their questions or request help.
The dashboard team organizes regular tutorials for users of the dashboard applications and takes part in the VO tutorials for Grid users.
The link to the material of the user tutorial sessions can be found here

the above in yellow is extracted from draft MS601, check if possible to improve

Applications
GANGA : insert description and how it is included in the user support mechanism
New feature and development requests for Ganga are tracked via Savannah (items called “Feature Requests”). This is also used to do a basic prioritization of new features and following up the evolution of the tool. The priorities are discussed during the weekly Ganga meetings. This link points to the open feature requests in Savannah.
Presently there are ~60 open feature requests and ~260 closed ones logged in the system (for reference: there are currently ~70 open bug reports and ~960 closed ones). Some special views (display forms) have been developed by the Ganga project in order to track the “originator” of a request (user community) and map them against a given (or future) release.
In this view one can see bug reports (with corresponding fixes for closed reports) and feature requests alike. N.B. the “originator” of a feature request is only an approximate indication of the request's area of impact. For example, certain functionalities prototyped in ATLAS or LHCb may be re-factored into the Core. The same applies to bug fixes: for example, a bug found in ATLAS may become critical because of a potential big impact on LHCb.
The above in yellow is extracted from MS601, correct and demonstrate the user support in here

DIANE Same as above
Glite PLATFORM: Samuel as above
Other applications not in the DoW? Gateway from HeC or should it be in services. workflows etc?
Services 
GReIC
HYDRA
Other services?	
Workflows and Schedulers 
SOMA2: Description and how it supports communities to be inserted here ( Person in charge?)
TAVERNA: Same as above
MD/RAS/KEPLER:  Same as above
GRIDWAY:  Same as above
Parallel Computing (MPI)
Integration and improvement of core services to support MPI
Engaging with CCMST & Fusion to meet their requirements 

[bookmark: _Toc267474188]User Community Support on Services for HEP (TSA3.3) 
LHC experiments generate large amount of data and metadata
Need for optimisation of long-term production data acquisition 
CERN manages the Grid Support Group for HEP community
Scalable solutions to the experiments needs for data distribution, detector conditions and access 
Reconstruction and analysis of physics data
Automation of the management of experiment specific services
Development and deployment of efficient monitoring tools essential to the tasks of the shifts operators
GRG to expand from HEP use to other communities
I extracted the above from the DoW and putted it in bullet points/short sentences. Important here to explain mechanisms for community support with these tools

The support model for High Energy Physics will be described in the document MS603 – Services for High Energy Physics and made available in the next version of the present deliverable.

[bookmark: _Toc267474189]User Community Support on Services for LifeScience (TSA3.4)
LifeScience communities include Biomedical, bio informatics and medical communities.  The synergy between these interlinked communities has been demonstrated in publications, white papers[footnoteRef:2] and roadmaps[footnoteRef:3] and whitepapers[footnoteRef:4] in relation with the use of grid technologies for medical bio-informatics and biomedical applications, namely the healthgrids. Healthgrids are now the reference for all medical applications using the grids. [2:  HealthGrid White Paper 2005 http://initiative.healthgrid.org/fileadmin/whitepaper/HealthGrid_whitepaper_full.pdf ]  [3:  SHARE project roadmap2008  http://www.healthgrid.org/documents/pdf/eHealth-SHARE-A4.pdf ]  [4: ] 


Life Science communities are currently experiencing a long term structural problem due to scarce funding, and lack of investment in new technologies, rendering difficult new experiences and projects. 

The EGI-Inspire project, conscious that Life Science communities have been a key driver for e-science before and during the EGEE project, is therefore engaging further with the LifeScience larger community as a key partner for enhancing the capacities of the community to reach beyond the lines through innovative supporting mechanisms. While parts of policy making supporting the LSVRC (Life Science Virtual Research Community) will be done in coordination with EGI.eu, a strong community based engagement is necessary. The supporting mechanisms for accessing the grid infrastructures and the tools developed, which are mainly supported by the communities themselves under the technical support of the NGIs and the mandated organisations, will be developed jointly, taking the emerging needs into account for defining user’s needs based supporting mechanisms.

To that level, the LSVRC is currently getting structured in link with the EGI objectives and will develop stronger relationships during the lifespan of the EGI-inspire, promoting the existing tools for a use in other communities, widening to other new communities such as the ESFRI[footnoteRef:5] projects on LifeScience. The strong links created will therefore help in designing a better ecosystem coherent within the landscape of the e-infrastructures and promote participation in innovation with tools and services usability being the key driver. EGI-inspire, through the NGIs and communities, is to become part of the gluing mechanism to federate new porting of applications on the grids, clouds and other infrastructures.  [5:  insert ELIXIR and other ESFRI here] 


The following applications are therefore e-marked as supporting services:

Distributed Medical Data Management:

Integration of Molecular Biology Core Resources on the Biomed VO:

Middleware for Grid Integration and Deployment of Bioinformatics and Biomedical Services and Data:


WIDSDOM PRODUCTION ENVIRONMENT (WPE) 
the above applications are the applications described in the DoW. Can we insert a description and how it will be supporting user communities?
Other?
[bookmark: _Toc267474190]Services for Astronomy & Astrophysics (TSA3.5)
MPI-based computational simulations the A&A community 

VisIVO

HPC (DEISA/PRACE) and HTC resources integrated as proof of concept 

[bookmark: _Toc267474191]Services for Earth Science (TSA3.6) 
Implement, deploy and maintain the EGDR service to provide access from the grid to resources within
GENESI-DR.
From DoW. To be developed how this community will be supported and what will the mechanisms me for supporting them.

[bookmark: _Toc267474192]Services for New Communities 
Defining the New Communities’ needs 
There are two aspects to this. Firstly, new communities will be brought into EGI through the VRC process described later. Secondly, 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 ffeding them into the development of EGI services.
Adapting Existing Services from HUC and VOs for New Communities
check in DoW, especially HUC services but also ESFRIs etc…


[bookmark: _Toc267474193]relation and task sharing between EGI, the NGIs and the VRCs
Essential to the project support to user communities is the strong link between EGI and its production environment, the NGIs and the Virtual Research Communities. This strong link implies collaboration at several levels, which in turn implies that each of the considered partners mentioned above builds on the core competencies of the others. In order to do so, and under the coordination of the EGI.eu organisation, the NGIs and the VRCs will collaborate to use the community supports mechanisms that are already in place and consider new developments in the light of the constantly evolving needs of the user communities.

The following sections will describe the mechanisms and benefits of these links.

[bookmark: _Toc267474194]integration of all services: the user experience

All services require a level of expertise for an extensive further use by the communities. The users are therefore being supported by experts within EGI, the NGIs and the VRCs. 

The following figure describes the user experience and the supporting mechanisms that are in place to maximise the user experience benefits in this process.

[image: ]
Figure xxx: The interaction of new and existing users with the EGI-InSPIRE support units

The integration of all services to users provides the base for an understandable user experience, supporting the communities’ users at each step of the process; however, due to the nature of the needs and the disparate experience of the user communities’ members, this scheme will remain extremely agile and adaptive. 


[bookmark: _Toc267474195]Managing and monitoring the USer Community Support Process
As has been described previously, the user community support process is focussed on a number of key areas. These include providing a front desk to the EGI help desk, collecting and prioritorising user requirements, and managing a collection of technical services that facilitate community interaction.

These activities, processes and services will be managed by this WP through a number of mechanisms. They include internal management arrangements within NA3 which 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 addition to internal management processes across EGI such as the weekly Activity Management Board meetings there also exists three important groups that will feed into the WP. These are:
1. The External Advisory Committee (EAC);
2. The User Community Board (UCB);
3. The User Services Advisory Group (USAG).

The following diagram illustrates these from the perspective of NA3.
[image: ]


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 terms of reference for these committees are available elsewhere.

User Community Board (UCB) 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), NGIs and collaborating projects who:
· Advise the EGI.eu Director on strategic and managerial issues concerning the evolution of EGI.eu‘s user facing services and production infrastructure. 
· 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. 
· 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 for their integration into their respective roadmaps and eventual delivery.
· Provide high-level objectives to the appointed programme committee chair and selected local organising committee chair on the format and content of the meeting. 
· Improve the cohesion of the VRC activities through coordination between the different projects and VRCs and SSCs. 

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).

· USAG is formally lead by the Task Leader for NA3.
· The USAG mandate is to provide feedback on the user-facing tools and services provided to the EGI user community.
· The remit within USAG is on the delivery of software services (i.e. are they available from the NGIs with the required reliability?) as opposed to their functionality which is a matter for the TCB.
· 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.
· USAG will have representation from the User Forum (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 will meet 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 will be collated in advance of the meetings
THe role of Virtual Research Community (VRC) in EGI
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 (NGIs) and a coordinating body, named EGI.eu to operate a sustainable, pan-European Grid infrastructure for international scientific communities. NGIs are national legal entities charged with taking care of grid infrastructure related matters in their own countries. EGI.eu is seen as the glue enabling coherence between the NGIs 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, and the resources they require, were physically co-located.
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 open source middleware 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 EGI.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 NGIs 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.
Definition
The following diagram 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.
[image: ]
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. 
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 EGI.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 ???
conclusion 





Appendix A - 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.
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]"
Step 0: Before submitting a request for a new VRC
Please check the current list of active Virtual Research Communities. This is accessible from the User Support section of the EGI website. This list also contains a list of the currently active Virtual Organisations (VOs) together with the VRC to which they are associated if applicable. The following questions can then be asked:
· 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 VRC;
· 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;
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 EGI.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 form 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.)?
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:
· A succinct description of the scope of the proposed VRC in terms of research discipline and the NGIs (if any) that are supporting the proposal.
· 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 EGI.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 EGI;
· 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 VRCI;
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.
· 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[footnoteRef:6]; [6:  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.] 

· 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;
Step 2: Approval
VRC proposals are reviewed and approved by the EGI User Community Board. This process may take up to a month.
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 EGI.eu. After this, the process of creating the VRC and aligning its associated VOs within the infrastructure will commence.
Step 4: Memorandum of Understanding
[bookmark: _GoBack]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).
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