	[image: image9.jpg]ecee

nabling Grids
for E-scienc!




	
	[image: image10.jpg]Information Society

and Media







EGEE-II

Service Level Agreement
between TPMS within rocs and GGUS
	
	Document identifier:
	EGEE-Draft-TPM-SLA-v0.1.doc

	
	Date:
	12/12/2007

	
	Activity:
	SA1: Grid Services

	
	Document status:
	DRAFT

	
	
	

	
	Document link:
	https://edms.cern.ch/document/8NOT_YET_REGISTERED
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1. Introduction

This Service Level Agreement (SLA) is intended to specify the expected reaction times of TPMs at the ROCs  when (re-)assigning GGUS tickets to SUs.

It is understood that, at the current project phase, no support provision may be expected during weekends, that is between Friday 5pm and Monday 8am  (UTC).
1. PARTIES TO THE AGREEMENT

The parties to this agreement are:

Regional Operatiion Centre: [image: image1.wmf]


GGUS:        [image: image2.wmf]



1.1. ROCs
EGEE includes the following Regional Federations, each hosting a ROC. Information on ROC evolution is maintained on http://cern.ch/egee-sa1/roc.html. Not all ROCs provide TPM services in EGEE-II :

· Asia-Pacific

· Central Europe

· CERN

· France

· Germany & Switzerland

· Italy

· Northern Europe

· Russia

· South Eastern Europe

· South Western Europe

· United Kingdom & Ireland

2. SIGNATORIES

Authorized representatives of the parties to this Service Level Description:

For the ROC (ROC Manager or ROC Deputy Manager):  

Name [image: image3.wmf]

  Title   [image: image4.wmf]

  Date: [image: image5.wmf]

 

For GGUS
:

Name [image: image6.wmf]

  Title   [image: image7.wmf]

  Date: [image: image8.wmf]

 

3. DURATION OF THE AGREEMENT

This SLA is valid for as long as the ROC is part of the EGEE production infrastructure. 
4. SCOPE OF THE AGREEMENT

This SLA covers the commitments made by a ROC to contribute resources to the TPM service, i.e. ticket dispatching. It does not cover specific problem solving expertise or TPM service provision during weekends. 

5. Responsibilities

It must be very clear at the level of GGUS responsibles and the ROCs:

· Which ROCs agreed to participate in the TPM rota service.

· Who, within any given ROC, will play this role.

· The backup of  this person, if this is not a team within the ROC.

· The backup TPM team from another ROC for every given week.

· A precise mailing list exists that contains the specific TPM members.

· That TPM performance is monitored and reported to the ROC managers’ meetings. The criteria for this monitoring are taken from this SLA and the reports are in http://goc.grid.sinica.edu.tw/gocwiki/TPM_monitoring_reports
· The TPM rota change takes place at 13hrs UTC every Monday. It is the responsibility of the new TPM team to be ready to take up their role.

· Every ticket submitted to GGUS must be submitted by the TPM within less than one hour. This rule doesn’t apply to tickets with submission time after 17hrs UTC, before 8 hrs UTC and week-ends (timeframes defined above).

· The TPM rota scheduler should try to organise primary and backup teams working in different timezones to have the longest possible coverage during the day.

6. Service hours

Help Desk service hours must be minimum 8 hours a day, Monday to Friday – excluding public holidays in the country of the operating TPM. It is the responsibility of the scheduler pf the TPM shifts to consult an international calendar and select, for any given week, the ROCs with the least public holidays. 
7. Service reporting and reviewing

Tracking of SLA conformance is done on a regular basis. Escalation reports are automatically prepared weekly when the TPM shift change takes place. Data analysis of these reports is summarized in http://goc.grid.sinica.edu.tw/gocwiki/TPM_monitoring_reports and presented in every ROC managers’ meetng. 
8. Performance INCENTIVES/PENALTIES

This SLA does not contain the penalties that might be incurred if the metrics established here-in are violated.

9. REFERENCED DOCUMENTS and web-sites

R 1 – Service Level Description between ROCs and sites
http://edms.cern.ch/document/860386
R 2 – Tutorial for Grid Support Staff ((sections 6.2, 7.3 and 8)
http://cern.ch/egee-docs/support/documentation/pdf/1100_Tutorial_on_GGUS-HelpDesk_System.pdf

R 3 -  SLA between Sites and the SEEGrid2 project
http://wiki.egee-see.org/index.php/SG_SLA

R 4 – IT Manager on Duty workpackage guidelines
https://edms.cern.ch/file/380898/1/mod-guide.pdf

R 5 - Global Grid User Support (GGUS)

https://gus.fzk.de/pages/home.php
R 6 – SLA between IT User Services and Service Providers
http://ref.web.cern.ch/ref/CERN/IT/US/2001/018/

























































































































































�The editor’s question to the SLA Group and the ESC: Should this SLA be as formal as to require signatures?


�Editor’s comment: Do we need to make this SLA as formal as requiring signatures on paper? 


�Should this be GGUS or the ESC or other in Grid Deployment Operations?
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