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	Item
	Instruction

	1301
	You need supporters’ access rights to the GGUS portal

Every supporter has to have supporters’ access to the GGUS system. Open https://gus.fzk.de/admin/register.php to register.   For more information, a  tutorial on how to use the GGUS portal can be found here:
http://egee-docs.web.cern.ch/egee-docs/support/documentation/pdf/1100_Tutorial_on_GGUS-HelpDesk_System.pdf 

	1302
	The ticket is assigned to your unit

If you see an email about an open ggus ticket, this means that it is assigned to a responsible unit where you belong, and, in most cases, action is required from you.  At that point the ticket’s status is “assigned”.  From that point your support unit is responsible for the handling of the ticket.

	1303
	What to do when you get an email

When you receive the e-mail, you cannot simply respond to the e-mail.  You must click on the link within the message and this takes you into the portal.  The portal will require that you have a suitable certificate loaded on your browser (instructions in http://cern.ch/LCG/users/registration/load-cert.html) and that it is recognised (help in http://cern.ch/LCG/users/registration/cert-trouble.htm)l.  You should then  process the ticket from within the portal.  This ensures that any mail and other history information are captured by GGUS.

	1304
	Levels of support within GGUS

There are three levels of support.  First line support is handled by the Ticket Process Manager (TPM) team and by the first line VO support.  TPM and first line VO support are responsible for all tickets.  They have to either solve them or assign them to the second line support units.  They however should verify that an answer is provided and the user is notified about the status of the ticket.  A document describing the GGUS model is the following:
http://egee-docs.web.cern.ch/egee-docs/support/documentation/pdf/9100_GGUS_Support_Model.pdf 

Second level support is divided into second level service support and second level software support. The service support units are support units which are responsible for keeping the Grid operational. The ROCs and the CIC are examples for these support units. Other Grids like OSG are also assigned to second level service support.

Software support units are the developers of Grid software like gLite etc.
On third level support there are specialists for Pre-Production, Documentation etc.

	1305
	Assigning the ticket to someone or another unit

You may “assign ticket to one person”  (including yourself, if you wish to take over the ticket’s follow-up).field.  You may also re-assign to another Support Unit. Page “Infos about Responsible Unit” (https://gus.fzk.de/pages/resp_unit_info.php) gives the names, mailing lists and area of expertise (FAQ file) of each Support Unit. 


	1306
	What to do if it is not for you

If you think the ticket was wrongly assigned to your support unit use the responsible unit drop down menu to reassign it to a different unit.  The status of the ticket will then automatically be set to “assigned”.
If you do not know which the appropriate responsible unit is, assign the ticket to “TPM” and give some additional comments (see issue 1313 of this document).

	1307
	How to show that you are working on the ticket
Once you start working on the ticket you have to set the status of the ticket to “in progress”.

	1308
	Tell the user that you are doing something

Add your message to the “Public Diary” field. Every change of the public diary field triggers an automatic email to the user.

	1309
	Record information which may be useful to others later (including yourself)

Add remark to public diary or internal diary depending on whether your comment should be visible to the user or not.  You can use the diary fields to publish information about the progress of the ticket.  Please note: Updates to the user are only sent on update of public diary.

	1310
	Ask the user for clarification about something

If you have questions to the user you can either use the 
Public Diary (already described in section 1308 of this document).
Should the user answer the e-mail, the answer is also included in the ticket history.  In this case, you have to set the status of the ticket to “waiting for reply”. Some users don’t understand the action is on them, at this stage. You might need to remind them by re-submitting your question to them via the “Public diary”. In this way, the ticket holds trace of your active follow-up.

	1311
	Ask someone to help you

Click on “Mail to anybody”, at the beginning of Modify section to  write an e-mail to somebody you think can contribute to the solution of the problem.  You can use this also to involve other Support Units in the solution of a problem.

	1312
	Record the solution

Once you find the solution for the problem click on “Insert the final solution” fill in the solution field AND set the ticket status to “solved”.  The user and the TPMs are notified about the solution.  Your responsibility for the ticket ends.  If the user is dissatisfied with the solution (s)he can reopen the ticket.

	1313
	Assign it to TPM if you do not know who is responsible for a ticket

The special unit called Ticket Process Management (TPM) deals with tickets on reception.  If you received, as a supporter, a ticket which is not for your Support Unit and it is unclear where it belongs,  bounce it  to this group for re-assignment.  

	1314
	If you have difficulty with GGUS, submit a ticket to GGUS!

f you encounter difficulties in ticket handling you can submit a ticket about it and choose GGUS as type of problem.  You have to do this via the users’ interface. You may also email support@ggus.org.

	1315
	Need more information?

More information can be found in the Tutorial for GGUS-HelpDesk System:

http://egee-docs.web.cern.ch/egee-docs/support/documentation/pdf/1100_Tutorial_on_GGUS-HelpDesk_System.pdf
and the EGEE Support: Processes and Workflows
http://egee-docs.web.cern.ch/egee-docs/support/documentation/pdf/1200_Workflows.pdf 

	1316
	Wiki

When a ticket has been solved, but the supporter believes that the solution contains information which is worth keeping for general information, then the supporter should add a comment in the internal diary to this effect and set the flag “Add to Wiki?” to “yes”. Setting this flag to “yes” triggers an email to the gocwiki admins to notify them about this ticket solution suggested to be added to the wiki pages.
http://goc.grid.sinica.edu.tw/gocwiki/FrontPage 

	1317
	Hotline

The telephone number for the GGUS helpline is +49 724 782 8383.  If you call this number, all of the team at GGUS at FZK will get the call.  One of them should answer during normal business hours.  You can also always send e-mail to support@ggus.org when you do not know how to proceed with a ticket.

	1318
	Spam
If you receive a ticket which has obviously been created by a spam e-mail getting through the spam filter, then you mark it with a special type of problem called “Spam”.  Change the type of problem to “Spam” and close the ticket setting status to “solved”.  Spam tickets are deleted from the system after one week automatically.

	1319
	What if I have questions not dealt with by this FAQ?
You should decide if your question is:
· a procedural matter;

· you require technical support.
For a procedural matter, you can ask a question by submitting a ticket to GGUS via the GGUS portal or you can send mail to support@ggus.org.

If you require technical support, then you should send an e-mail to:
tpm-grid-support@cern.ch


�I don’t think that in our days 1st, 2nd, 3rd level support levels are used in users’ or supporters’ minds. I suggest this paragraph is just replaced by Figure 2 in doc 9100.  Nobody can read so much text.


�Is � HYPERLINK "http://ggus.pi.infn.it/supporters.html" ��http://ggus.pi.infn.it/supporters.html� kept up to date? It has no webmaster signature or last update date, so it is hard to trust it.


�I assume that � HYPERLINK "http://ggus.pi.infn.it/supporters.html" ��http://ggus.pi.infn.it/supporters.html� is not up to date as we have much more support units in GGUS than mentionend on this page. This page was set up by Marco Verlato and Andrea Caltroni who are now working in other areas of EGEE since months.
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