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Abstract: This document provides information and guidance on how to track progress with the support of multi-national communities in the EGI context. The document is relevant for outreach, engagement and user support teams in EGI and guides these teams on the usage of a specialised support queue of the EGI RT system where progress and status of support cases is traced. The guide directly relates to the EGI Engagement Strategy and provides process-level specification of handing over support cases from the 'Outreach' phase to the 'Scoping' phase of the EGI Engagement workflow. For further information on this workflow please refer to the EGI Engagement Strategy: http://go.egi.eu/engagementstrategy.
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1 Introduction 
The evolution of the European Grid Infrastructure is driven by its users. Therefore capturing feedback from existing EGI users, and pro-actively engaging with new users to understand their needs is a key goal for the EGI-Engage project and for the EGI community as a whole. EGI offers services that are relevant and customisable for various types of communities, but particularly for

· Representatives and members of Research Infrastructures

· H2020 and national R&D projects

· Individual researchers and small research teams (aka. The long-tail of science)

· SMEs and industry

EGI performs intense communication activities to reach these various audiences and to inform them about how EGI’s services could be used for their benefit. The process of generating interest towards the use of EGI services is referred to as the ‘Outreach’ phase of the EGI Engagement workflow
. 
Given the often deep technical nature, and diverse applicability of the EGI solutions and services, many of the interested users require further assistance to become active beneficiaries of these. There are various channels through which these users request assistance from EGI: 

· Face-to-face discussion with an EGI member at an event

· Email request sent to the EGI.eu or to an NGI user support team

· Request submitted through the e-GRANT resource allocation tool

· Ticket submitted to the EGI user helpdesk (GGUS)

· Virtual Organisation creation requested in the Operations Portal
· An application integration request channel of the EGI Federated Cloud User Support network

· Support ticket sent to an NGI helpdesk or email list
While many of these requests reach a specific NGI and are resolved within that NGI internally, there is a substantial number of cases where communication and collaboration of multiple EGI members (NGIs or EGI.eu) are needed to identify and develop the best solution that satisfies the support case. During EGI-InSPIRE (2010-2014) these multi-national support cases have been tracked in different systems – such as RT (Requirements queue), GGUS, Virtual Teams, Engagement strategy document, e-GRANT, Operations Portal, Wiki – making it very difficult, if not impossible to obtain an up-to-date and complete picture of the status and impact of EGI Engagement activities. 

We would like to overcome this issue in EGI-Engage and support the tracking of multi-national support cases through a central system. We propose a new, dedicated ticket queue in the EGI RT system for this purpose, together with a process that ensures harmonises and consistent use of the queue by the different groups who are involved in the EGI engagement activity. The process definition and execution is the responsibility of WP6 and particularly Task 6.2 (Technical User Support), but it requires commitment from all those groups who are active in engaging with and supporting new communities.  
The new RT queue is called ‘technical-support-cases’ and it aims to serve as a placeholder for tickets representing support cases that require assistance and follow-up by multiple EGI members
. The rest of the document provides guidance on how this queue should be used for the timely and high-quality delivery of solutions for multi-national support cases. The key role of the new RT queue in the community support is represented on the figure below.
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2 Tracking support Cases with RT

This section provides information and guidance for EGI support teams on the various tasks that technical support cases typically require, and guiding these teams on how to track progress with these tasks within RT tickets. 

2.1 Scope of the technical-support-cases RT queue

The management and monitoring of support cases is implemented through a dedicated ticket queue in the EGI RT system. The queue is titled ‘technical-support-cases’
. Each ticket in the queue captures information about a specific support case, i.e. details on the needs and progress with engaging with a specific scientific community. The queue should be used for any engagement case that aims at supporting the uptake of EGI/NGI solutions or services by a new community through mobilising expertise and resources from multiple NGIs and/or EGI.eu. Support cases that are implemented within a single NGI, or within a single EGI-Engage Competence Centre (CC) do not have to use this queue, although they are encouraged to do so. Using the queue for these cases ensures that EGI.eu is informed about national or CC specific cases so these can be promoted to the broader community and the general public. Typical engagement cases for which tickets must be opened in the RT queue are:
	Trigger event
	Who should open a respective ticket in RT?

	A community expressed interest in using an EGI solution during an event.
	The EGI representative who had the conversation with the community at the event.

	A project requested resources from EGI through the e-GRANT system.
	e-GRANT team (Marcin Radecki)

	The representative of a research group emailed UCST to find the best way of accessing resources. 
	Enol Fernandez from UCST

	A scientific project requested the setup of a new multi-national Virtual Organisation in the EGI Operations Portal.
	Operational Portal team (Cyril Lorphelin)

	A user contacted the EGI Helpdesk (GGUS) with a request about a new technology that does not have a Support Unit thus further investigations are needed.
	GGUS Support Staff

	An application (or platform) integration request is received by the EGI Federated Cloud User Support network.
	Manager of the EGI Federated Cloud User Support network (Diego)


2.2 Opening a new ticket
· Any person with an EGI SSO account can create a new ticket in the queue by filling the following form: http://go.egi.eu/newsupportcase. (Need to be logged-in with SSO) 
· Status field should be left unchanged (as NEW).
· Owner field should be chosen based on the technical/scientific topic and on the required next action to follow-up the case (See next sub-section for specific guidance). Can be left as ‘Nobody in particular’ if the submitter does not know who would be the most appropriate owner. 
· CC field can be used to involve/inform other people from the community about the new support case. (See next section for specific guidance on who and when to involve in this way.)
· Subject field should include the name of the community/project that requires support (e.g. SKA, CLARIN, etc.).

· External contacts field should include name(s), email address(es), institutional affiliation(s) and role(s) of the external community contacts for the case. 
· Implementation status field typically left unchanged (ie. as PRE-ASSESSEMENT) indicating that further investigations and interviews are needed with the community to capture details of their needs. If these details are already known and are described in the ticket body, then this field can be set to another value, for example to ASSESSED. (See section below for the definitions of values in this field.) 
· Scientific discipline field should be selected from the list of offered values
. Selection of multiple items is possible. 
· Virtual Organisation field should be filled only if the community already has a dedicated Virtual Organisation (VO) in the EGI production infrastructure (Grid, cloud or mixed VO). The name of the VO should be added to this field in this case. 
· Sites involved field should be filled only if a dedicated VO already exists for this community in the EGI production infrastructure. This field should include a list of sites that already offer, or are willing to offer resources to the VO. 
· Links to related documents field should include pointers to any documents, slideshows and other files that provide further information about the use case and its requirements/preferences/constraints for e-infrastructures.  If needed the EGI Document Database (http://documents.egi.eu) can be used as a physical storage for the referenced related documents. Alternatively files can be uploaded into the ticket itself (see next field).

· Attach files field can be used to store documents, slideshows and any other files that provide more information about the use case and its requirements/preferences/constraints for e-infrastructures.  No need to reference the uploaded files in the previous field.
· RTFM related fields should be ignored (Search for RTFM articles matching, Include RTFM article, Select an Article to include).  
· Ticket body should include as much information as possible about the case. If the details are included in an external object (e.g. another ticket in GGUS or e-GRANT; A document), then please provide a link to the external resource here, but also describe at least the few key points as plain text.
	CONFIDENTIAL INFORMATION IN SUPPORT TICKETS

Please note that tickets with all their details in the technical-support-cases queue can be publicly seen on the internet by anyone. In case you want to add information with restricted visibility to a support case ticket, then this is possible in the following way: 

· Write the content that you want to restrict into a file (doc, txt, ppt, pdf, anything).

· Upload the file into http://documents.egi.eu, with read permission set to the group or individuals you would like to share the content with. 

· Add a reference to the document into the ticket (e.g. as a new comment in the ticket, or as a ‘Related documents’ link. 




2.2.1 Choosing an owner

The ticket owner is the person responsible for taking the next step with the ticket, or in other words following-up the support case. The most suitable next step and responsible person depends on the type of the case. The below table provides a summary of typical next steps and who should be allocated as case Owner, and who else as ticket follower (with the CC field). 
	Next step
	Owner to choose

	Presenting EGI and its various types of services and solutions to the community to identify specific topics of their interest.  
	· Gergely Sipos, Tiziana Ferrari or any UCST member (Diego Scardaci, Enol Fernandez, Yin Chen)

	Presenting technical details of one or more EGI solution(s) or topic to the community to identify most suitable ways of applying it to their situation. 
	Solutions:

HTC solution: Peter Solagna
· Federated Cloud solution: Diego Scardaci or Enol Fernandez
· Federated Operations solution: Malgorzata Krakowian
· Community-driven innovation solution: Gergely Sipos
· Federated Open Data solution: Lukasz Dutka
Topic:

· Policy: Sergio Andreozzi
· Communication: Sara Coelho
· Council membership: Yannick Legre
· Security/AAI: Peter Solagna

	Interviewing the community contact or reading technical documents to capture their technical requirements.
	· Yin Chen

	Performing a technical analysis of already identified community needs and requirements and defining a technical implementation plan to address the community’s needs. Such a plan can be for example a new Virtual Team
, or an application integration activity on the EGI Federated Cloud or HPC platform.
	Depends on the technical area. Consider those listed above. 

	Setting up a new Virtual Organisation for the community and inviting resource providers to commit resources to it.
	· Marcin Radecki or Cyril Lorphelin

	Identifying specific types of resources from the EGI production infrastructure and inviting them to support a community VO. 
	· Marcin Radecki


In any of the above cases it’s advised to involve with the ‘CC field’ members from the following groups:
· NIL of the country
 where the community representative is working.

· UCB member(s)
 relating to the same discipline.
· Competence Centre coordinator
 relating to the same discipline. 
· Coordinator(s) of the Virtual Organisation(s) that is/are active in the same disciplinary area or region
.

· Contact point of the project(s) that relate to technical area or discipline of the case and have an MoU or  EGI has an MoU or direct involvement in it
.

2.3 Following-up a support case – Updating a ticket

· Only certain people can update tickets – they are the ones who can be selected as owners in the respective drop down listbox. 
· The actual owner of a ticket is responsible for making sure the case is progressing further – Even if he/she has to ask external persons to carry out the next actions.

· The owner can reallocate the ticket to another owner whose expertise matches better with the case. 

· The ticket owner (and anyone he involves) must work towards refining the needs of the community and capturing these details in the ticket body or in referenced external documents.
· Questions that can help the ticket owner identify the relevant details about the request are included in Appendix 1. (This can be even used as a guideline when interviews/meetings are conducted with the community representative.) 
· If sufficient level of detail is captured about the case, then a technical implementation plan should be defined. The format of this can be chosen as most appropriate (e.g. a document, a set of slides
, or a Virtual Team Project Initiation Document
)

· Progress with the implementation of the technical setup must be also captured in the ticket. 
2.3.1 Implementation status

The following workflow diagram shows possible ‘Implementation status’ values of a support case and reflects how a case can progress towards Production setup. The table below explains the meaning of each value, guiding ticket owners to set the correct Implementation status value at all time for their tickets. 
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	Pre-assessment
	The support cases is new, i.e. further investigations and interviews are needed with the community to capture details about the case, including the community’s motivations, needs, constraints and the expected impact. 

	Assessed
	The support case requirements are collected and available in the ticket. An implementation plan to address the case is under preparation. 

	Preparatory
	The implementation plan to address the case is available and linked to or described in the ticket. NGIs have been invited and arranged for the support case. Implementation work has started (e.g. at a single institute, or in a Virtual Team). 

	Test & Integration
	The first release of the technical solution has been delivered, and it is under testing and evaluation by the user community. (For example in case of a Federated Cloud support case the application is prototyped on the fedcloud.egi.eu VO.)

	Pre-production
	Test and review of the prototype setup have been successfully completed, and planning for a production setup is ongoing. (This can for example include the setup of a dedicated VO, or choosing an existing production VO, negotiating resource demands with the community to setup an SLA, negotiating resource commitments with NGIs to setup OLAs)

	Production
	The setup is operational in the production infrastructure, and backed-up with SLAs and OLAs from the community and resource provider sides. 

	Closed
	The support case has been closed because of a decision within EGI. This can be the case for example when the support case requires resources or services that are not available and cannot be developed/provided by EGI; or when the support case is not considered a priority activity by EGI. 

	Cancelled
	The support case has been cancelled on request of the submitter/requestor community. This is typically the case when a community re-prioritises it’s actions with respect to e-infrastructure setup. 


2.4 Escalating a ticket

· To escalate a support case to the EGI-Engage T6.2 manager the ticket must be reallocated to Enol Fernandez (SA2.2 leader). 
· To escalate a support case to the WP6 manager the ticket must be reallocated to Gergely Sipos (SA2 coordinator).

· To escalate a support case to the EGI-Engage project manager th ticket must be reallocated to Tiziana Ferrari (EGI-Engage project coordinator). 
2.5 Ticket monitoring

The leader of the EGI-Engage Task SA2.2 is responsible for the monitoring of tickets in the queue and making sure tickets are progressing towards resolution. He should remind ticket owners in email, skype or phone if there is no visible progress with a case for 2 weeks, or if there is deviation from previously agreed progress schedule. 
Appendix I. Sample questions to capture details of a support case
These questions can help case supporters interview the case submitter and the NGIs to refine the technical details of the case and ultimately to move towards a suitable technical setup. These questions aim at understanding the user’s need, the technical and other requirements/constrains of the case, and the impact that a solution would bring to the scientific community. These questions provide only guidance – Ticket owners can use other questions or even other methods to identify details of their support case(s). 

· What does the user/community want to achieve? (What’s the user story?)

· For who does the case request resources for? (CPU/storage capacity, SW tools, consultant time, etc.) For a group? For a project? For a collaboration? Etc. 

· What is the size of the group that would benefit from these resources, and where these people are? (which country, institute)
· Approximately how much compute and storage capacity and for how long time is needed? (may be irrelevant if the activity is for example assessment of an EGI technology)

· Does the user need access to an existing allocation (( join existing VO), or does he/she needs a new allocation? (( create a new VO)

· What is the scientific discipline?

· Which institute does the contact work for (or those he/she represents)?
· Does the case include preferences on specific tools and technologies to use? 

· For example: grid access to HTC clusters with gLite; Cloud access to OpenStack sites; Access to clusters via standard interfaces; Access to image analysis tools via Web portal

· Does the user have preferences on specific resource providers? (e.g. in certain countries, regions or sites) 

· Does the user (or those he/she represents) have access to a Certification Authority? (to obtain an EGI certificate)

· Does the user (or those he/she represent) have the resources, time and skills to manage an EGI VO? 
· Which NGIs are interested in supporting this case? (Question to the NGIs)

� The Engagement workflow and its Outreach, Scoping, Implementation phases are described in the EGI Engagement Strategy: � HYPERLINK "https://documents.egi.eu/document/2079" �https://documents.egi.eu/document/2079� 


� Each multi-national support cases requires the attention of the EGI Engagement activity, so the new queue would basically serve as a placeholder for cases that are in the ‘Scoping’ and ‘Implementation phases of the EGI Engagement workflow. (For further information on this workflow please refer to the EGI Engagement Strategy: � HYPERLINK "https://documents.egi.eu/document/2079" �https://documents.egi.eu/document/2079�.


� To view the tickets in this queue: � HYPERLINK "http://go.egi.eu/technicalsupportcases" �http://go.egi.eu/technicalsupportcases� 


� The offered values are the same that are used in other EGI services. This Scientific Discipline Classification is available at: � HYPERLINK "https://wiki.egi.eu/wiki/Scientific_Disciplines" �https://wiki.egi.eu/wiki/Scientific_Disciplines� 


� Virtual Teams are 6-18 month long projects with specific goals, tasks and milestones/deliverables to reach by a team of experts from multiple NGIs. Virtual Teams can be defined using the Project Initiation Document template from � HYPERLINK "https://wiki.egi.eu/wiki/Virtual_teams" �https://wiki.egi.eu/wiki/Virtual_teams�. 


� NGI International Liaisons: � HYPERLINK "http://www.egi.eu/community/ngis/NILs.html" �www.egi.eu/community/ngis/NILs.html� 


� User Community Board (UCB) members: � HYPERLINK "https://wiki.egi.eu/wiki/UCB_Members" �https://wiki.egi.eu/wiki/UCB_Members� 


� Competence Centre coordinators: � HYPERLINK "https://wiki.egi.eu/wiki/EGI-Engage:Competence_centres" �https://wiki.egi.eu/wiki/EGI-Engage:Competence_centres� 


� EGI Virtual Organisation search tool: � HYPERLINK "http://operations-portal.egi.eu/vo/search" �http://operations-portal.egi.eu/vo/search� 


� Projects with EGI involvement or MoU: � HYPERLINK "http://www.egi.eu/community/projects/index.html" �http://www.egi.eu/community/projects/index.html� 


� The use of EGI-Engage template is strongly encouraged in this case:


 � HYPERLINK "https://www.egi.eu/about/logo_templates/" �https://www.egi.eu/about/logo_templates/� 


� � HYPERLINK "https://wiki.egi.eu/wiki/Virtual_Team_Projects" �https://wiki.egi.eu/wiki/Virtual_Team_Projects� 





This work by EGI.eu is licensed under a Creative Commons Attribution 4.0 International License. 
To view a copy of this license, visit http://creativecommons.org/licenses/by/4.0/
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