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Principles and Status o f th e D ataG rid
and th e C ro ssG rid H elpdesk s
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Principles o f  H elpd esk
�User Support infrastructure allows 

� All users to get answers to their questions
� Ac c ess to the up -to-d ate d oc um entation of  the 2  p roj ec ts 

�Users could  b e 
� S c ientist using the P roj ec t T estb ed  
� L oc al sy stem  ad m inistrator of  a D ataG rid / C rossG rid  site

� Q uestions could  b e
� All k ind of  questions related to the p roj ec ts

� Certificate q u es tio n s
� I n s tal l atio n  q u es tio n s
� U s e o f th e G rid  ( u s er co m m an d , ad m in is trato r' s s ite co m m an d , …)
� F o rg ettin g  p as s w o rd
� …
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Principles o f  t h e H elpd esk

Question-A nsw er  m ec h a nism  (1)
1. User sea rc h es h i s a n sw er i n  t h e k n o w l ed g e b a se
2 . User sen d s h i s q u est i o n  b y  t h e W E B  i n t erf a c e
3 . T h e p erso n  o f  t h e u ser su p p o rt  t ea m  a ssi g n ed  t o  m a n a g e t h e 

f l o w  o f  q u est i o n s,  a d d  i t  i n t o  t h e k n o w l ed g eb a se a n d  t h e 
q u est i o n  i s a ssi g n ed  t o  a  p erso n  o f  t h e User S u p p o rt  T ea m  

4 . T h e u ser rec ei v e a n  a c k n o w l ed g em en t  t i c k et  w i t h  t h e 
q u est i o n  i d en t i f i er 



6E D G  W P 6 ,  3 0 th O c t o b e r  2 0 0 2

Principles o f t h e H elpd esk
Question-A nsw er  m ec h a nism (2)

5. The person of the user support team assigned to this question 
add the answ er into the k now l edgeb ase 

6 . The user rec eiv e the answ er b y  email
7 . The user support team c oul d hav e interac tion w ith the user b y  

the generic  email  address of the U ser H el p D esk  
8 . To c l ose the question user giv es an ac k now l edgement
� I n any  c ase,  the proposed sol ution w il l  hav e to b e tested b y  the

user support team b efore b eing sent b ac k  to the user and 
updated in the k now l edge b ase.
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Unification of th e D ataG r id and  th e
C r os s G r id H e l p d e s k s
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Status o f  th e  D ataG r i d  an d  
C r o ssG r i d  H e l p d e sk s

�EDG U s e r  H e l p  De s k s t a r t e d  h i s  a c t i v i t y i n  M a y  2 0 0 2
� F i r s t  c h o i c e  w a s  t o  d e v e l o p  a n  a p p l i c a t i o n  w i t h  P H P  a n d  M y S Q L
�De s i g n  o f t h e DB a n d  m e c h a n i s m o f  Q u e s t i o n -A n s w e r
� F u r t h e r  d e v e l o p m e n t s  w e r e  i n  P e r l
� I n i t i a l d e v e l o p m e n t  w a s  d o n e W P 6 C N R S  p e o p l e  ( S . N i c o u d ,  E. F e d e )
� S t a r t i n g  o f  t h e  i m p l e m e n t a t i o n  a t  t h e  e n d  o f  J u n e -0 2  ( J . S a l t )
� U s e r  a n d  A d m i n i s t r a t o r  l e v e l s  a r e  a l m o s t  f i n i s h e d .  Ex p e r t  l e v e l  i s  i n  p r o g r e s s

Common
Cr os s G r i d
D a t a G r i d

� C o m m o n  p r o p o s a l  w i t h C r o s s Gr i d  U s e r  S u p p o r t      
t e a m  i n  L y o n , A p r i l 2 0 0 2
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Status o f th e D ataG r i d an d
C r o ssG r i d H e l p d e sk s

� Actually, th e U s e r  S up p o r t te am i s  co m p o s e d b y 3  W P 6 C N R S  p e o p le  ( S . N i co ud , E . F e d e , N . L aj i li )
� S i n ce  b e g .  O cto b e r  th e  U s e r  S up p o r t te am  i s  co m p o s e d  b y V .  L ar a ( C r o s s G r i d  co n tr act, W P 4 . 3 ) an d J .  S alt

Main d if f e r e nc e s  b e t w e e n t h e  t w o  H e l p d e s k s :
� D ataG r i d  H D  i n clud e s  a f i lte r  w i th  a i n te n s i v e  h um an  i n te r v e n ti o n  d ue  to  th e  n e e d  o f  r e f o r m ulate  th e  q ue s ti o n  an d  to  av o i d  th e  s p ur i o us  q ue s ti o n s  ( S p am )
� C r o s s G r i d  h as  i m p le m e n te d  th e  tas k s  o f  th e  d i f f e r e n t W P  as  i n d i v i d ual to p i cs  w h i le  D ataG r i d  h as  i m p le m e n te d  th e  to p i cs  tak i n g  i n to  acco un t th e  f un cti o n ali ty o f  th e  G R I D  s o f tw ar e
� I n  C r o s s G r i d  th e  e x p e r t le v e l h as  a m o r e  i m p o r tan t r o le  w h i le  i n  D ataG r i d  th e  e x p e r t w i ll e n te r  at las t s tag e  o f  th e  p r o ce d ur e
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�Helpdesk:
� Choice of  u n if ica t ion  s cen a r io: to have on l y  1  H el p d es k  D B  an d  on l y  1  U s er  I n ter f ac e
� Con v er g en ce i s  n eed ed  to ob tai n  the f i n al  i m p l em en tati on  i n  p ar ti c u l ar  f or  the f ol l ow i n g  as p ec ts :

� I n ten s i ty  of  the f i l ter  p r ovi d ed  b y  the H D  ad m i n i s tr ator ->  p os s i b l e s ol u ti on  w ou l d  b e to ad d  a " d r af t"  D B  to d ec r eas e the ad m i n i s tr ator  tas k ;  b u t to p r es er ve a b as i c  f i l ter  f or  the " p r od u c ti on "  D B
� T op i c s ->  an  ef f or t i s  n eed ed  to have the u n i f i ed  l i s t of  top i c s  ( C r os s  an d  D ata G r i d ) an d to es tab l i s h the r el ati on s hi p  b etw een  them
� I m p l em en tati on  of  the E x p er t L evel ->  to p r ovi d e a c om m u n  s ol u ti on
� L oc ati on  of  the H el p d es k  s of tw ar e ->  tw o c an d i d ate s i tes  :  M ar s ei l l e ( D ataG r i d )  an d  V al en c i a ( C r os s G r i d ) ;  the c hoi c e w i l l  b e g i ven  at the en d  of  the i m p l em en tati on
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� Tentative S c h ed u l ing o f  th e C o nver g enc e p er io d
� From now until s e c ond  h a lf  of  N ov e mb e r C ros s G rid  is  g oing  to write  a nd te s t a n a p p lic a tion b a s e d  on a n e x is ting  S ourc e f org e  p rod uc t (h ttp : / / h e lp d e s k . one orz e ro. c om) .  
� I f  th e  a p p lic a tion work s  p rop e rly  a nd  c onta ins  th e  re q uire d  f e a ture s  we  will ta k e  th e  unif ie d  s c e na rio of  1  d b  +  1  inte rf a c e ;   3  or 4  we e k s  f or th e  c onv e rg e nc e  
� Firs t P rototy p e   of H e lp d e s k  will b e  inc lud e d in th e M ont 9  C ros s G rid D e liv e ra b le (D e c e mb e r 0 2 )
� B e g inning  2 0 0 3  :  d e f initiv e  unif ic a tion of  th e  H e lp d e s k s

�User Support Manpower:
� To s h a r e  t h e  e f f or t s  :  

� 1  or 2  a d minis tra tor(s )  /  p roj e c t
� R e c ruitme nt of  e x p e rts  f rom th e  two p roj e c ts


