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	Abstract
The document describes the process of establishing contact points inside NGIs for user facing support (training, application porting, VO setup, etc.). The document does not include the list of contacts, it provides instead pointer to the list and it defines who can access it.  
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PROJECT SUMMARY 
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 (DCIs) such as clouds, supercomputing networks and desktop grids, to benefit the 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 the ESFRI projects. 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. Interfaces that expand access to new user communities including new potential heavy users of the infrastructure from the ESFRI projects.

5. 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. EGI.eu, coordinator of EGI-InSPIRE, brings together partner institutions 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 − structured international user communities − that are grouped into specific research domains. VRCs are formally represented within EGI at both a technical and strategic level. 
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1. Introduction

1.1. Purpose

This document describes the procedure that EGI.eu put in place to collect User Support contacts from NGIs. Building up a user support contacts database for EGI is an ongoing process and will be completed in July. 

Describe why is important to have a User Support contact list. Roughly because
· user communities are distributed

· user support expertise is distributed

· central coordination team is in Amsterdam

· NGIs need to know each other, central team needs to know partners to mobilize the right team
· The database lets us get to the right person, ideally directly, when some community/individual requests support which is not available locally
· User support is a complex activity, it includes several topics. EGI.eu collect contacts for well defined subtopics in order to be able to route requests to the right persons quicker.

1.2. 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.

1.3. References

Table 1: Table of references

	R 1
	

	R 2
	

	R 3
	

	R 4
	

	R 5
	


1.4. 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
1.5. Terminology

A complete project glossary is provided in the EGI-InSPIRE glossary:

 http://www.egi.eu/results/glossary/. 

2. EXECUTIVE SUMMARY
Description of WP3 and its distributed structure from DoW.
Repeat the same that is in the abstract, if you can extend it.
3. Collecting and storing NGI user support contacts
Describe the process:

· Email has been sent out to NGI NOC managers by Gergely Sipos

· Contacts were asked for several key User Support areas, namely for ...

· One is the coordinator of the User support acritivies inside the NGI

· Expected that smaller NGIs will nominate the same person for all the roles, bigger ones will nominate different people

· Those NGIs that do not send contacts will be registered by their NOC contact

· The technical contacts of NGIs are on the NOC email list

The contact points will be inserted into the NGI contact database stored by EGI.eu. In some form it will be made available for NGIs as well.  
4. Conclusions

The process of collecting NGI user support contacts is started, so far detailed contact info for 3 NGIs are available. The whole database will be built up by the middle of July. Those NGIs that do not provide dedicated contacts for user support will be contacted on user support issues through their technical representatives. 
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