
EOSC-hub receives funding from the European Union’s Horizon 2020 research and innovation programme under grant agreement No. 777536.

eosc-hub.eu

@EOSC_eu

KER 2: EOSC Service Management System

Dissemination level: Public 
Disclosing Party:  Project consortium
Recipient Party: European Commission 



EOSC-hub Key Exploitable Results

2



3

Description of the KER

Description 

The EOSC IT Service Management System (SMS): coherent and 
standards-based set of procedures and processes to manage the 
complete lifecycle of services offered to customers

● Directed by policies and are structured and organised by 
processes and procedures

● Maintenance of customer focus while sharing the load and 
responsibilities dynamically across providers

● Shared awareness across organisations – e.g. coordinate 
updates, maintenance breaks to minimise disruptions

Type Policies, procedures and policies for service management

Key innovation
Management of the service under the scope of the EOSC SMS 
in a consistent manner - especially in cases where the service 
consists of components provided by different service providers.

Additional background
● EOSC SMS based on extensive knowledge of participants’ 

own federated SMSes
● EOSC SMS created alongside existing partners’ SMSes
● Augmentation not replacement
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Processes within EOSC SMS

Service Planning and Delivery
Service Portfolio Management
Service Level Management
Service Reporting Management
Service Availability and Continuity Management
Capacity Management
Information Security Management
Service Order and Customer Relationship Management
Supplier and Federation Member Relationship Management

Service Operation and Control
Incident and Service Request Management
Problem Management
Change Management
Configuration Management
Release and Deployment Management
Continual Service Improvement 



Innovation
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KER application example – Order Management
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KER application example – Order Management

Procedures Workflow

Step-by-step instructions

Clearly defined and documented procedures within wiki (Confluence)
Coordination of order management team
Enabling repeatability and progressive improvement of practice 
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KER application example – Onboarding

Statistics as of 30 April
Onboarded Providers

Onboarded Resources

Most Frequent Provider Tags

Location of Providers’ HQ

• Onboarding Process 
coordinated by EOSC-hub 
involving EOSC-Enhance

• Weekly rota including 
onboarding, validation and 
auditing of entries
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KER application example – Onboarding

Procedures
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What is new or improved?

Motivation ● To ensure robust and resilient service delivery of services within the 
hub to the EOSC federated infrastructure;
● To facilitate communication between customer and providers by 
introducing single point of contact (helpdesk, marketplace etc.);
● To disseminate and share service delivery best practices among 
providers;
● To facilitate alignment of service management activities of all of the 
service providers, supporting different levels of integration with the 
centralised services;
● To integrate the services provided by the different providers into the 
common marketplace and monitoring frameworks in a way that provides 
value for EOSC.

Implementation aspects ● New SMS created from scratch within Confluence/Jira. Policies, 
procedures, documentation along with clearly defined workflows (e.g. order 
management, onboarding, change control)

Contribution to EOSC The KER implemented a prototype SMS for the provision of EOSC core 
services under a unified management system.  It will be further adopted 
and managed by EOSC Future. EOSC SMS as a result of EC funded 
projects can be used as an example for others how to set up a management 
system considering federated aspects.
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What benefits does it bring?

Exploitation audience Benefit

EOSC-Core • Robust/resilient service delivery of services within the Core. 
• Increase maturity of the service providers in service delivery and customer 

focus. 

Service Providers • Systematic way of onboarding
• Access to new users
• Integration with core services (e.g. AAI, monitoring..)
• Dissemination and share service delivery best practices among providers

Researchers and research communities • Discovery & use of production-level services
• Single point of contact (helpdesk, marketplace etc.)
• Easier access to service (harmonised policies)
• Better user experience in ordering and usage of the services. 



Exploitation



Exploitation in the EOSC context

EOSC SMS:
● An example of a federated management system supporting service delivery that may 

be adopted within any EOSC context
● Will be further developed within EOSC-Future
● Provides a blueprint for service delivery within other communities:

. EOSC NEANIAS project SMS

. SKA ESDC, see AENEAS D6.2)

● Includes work immediately usable by other communities (e.g. security policies and 
harmonized AUP)

● Example of continuity of service: SMS forms a basis of continuing OLAs for EOSC that 
are currently being negotiated into the future
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https://www.neanias.eu/
https://drive.google.com/file/d/1cAYRpfwCX7wDNIi6uEvWCH-Eu9DcRK4R/view?usp=sharing
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IPR approach

The template collection that will make implementing a similar SMS system is being 
made available under CC-BY 4.0 license.

The underlying standard (FitSM) is licensed under Creative Commons. 
The EOSC-hub specific procedure descriptions (project internal use) are protected by 

copyright, with a standardised copyright notice mentioning the project and EC grant 
number.

The contents of the SMS are not public but are intended to be available to future Hub 
Operators, as a set of documents with a CC-BY license, including templates relating 
to policies, processes, procedures, role descriptions, reports and records.
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Dissemination & Communication

EOSC-hub website https://www.eosc-hub.eu/key-exploitable-results/eosc-service-ma
nagement-system-sms 

Publications EOSC-hub Integration handbook for service providers
Operation handbook for EOSC service providers

Newsletter https://www.eosc-hub.eu/news/what-hub-eosc-hub 
https://www.eosc-hub.eu/news/eosc-hub-service-catalogue-launched 
https://www.eosc-hub.eu/news/eosc-hub-releases-integration-handbook-serv
ice-providers 

Selected presentations at 
events

● Presentation and panel “EOSC service provider onboarding: Why 
joining the EOSC portal?” during the EOSC-hub week 2019 (November 
2019, Prague, Czech Republic) with 60 participants
● Presentation “Onboarding to EOSC: Current status and Future 
Issues” during the EOSC Symposium (November 2019, Budapest, 
Hungary) with 200 participants covering most of the EOSC related projects
● Several presentations during the EOSC-hub week 2020 (online event, 
approximately 800 registered participants, sessions typically with 150 
participants)

https://www.eosc-hub.eu/key-exploitable-results/eosc-service-management-system-sms
https://www.eosc-hub.eu/key-exploitable-results/eosc-service-management-system-sms
https://zenodo.org/record/3826907#.YH1dI2czabg
https://zenodo.org/record/4068180#.YH1dSGczabg
https://www.eosc-hub.eu/news/what-hub-eosc-hub
https://www.eosc-hub.eu/news/eosc-hub-service-catalogue-launched
https://www.eosc-hub.eu/news/eosc-hub-releases-integration-handbook-service-providers
https://www.eosc-hub.eu/news/eosc-hub-releases-integration-handbook-service-providers
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WP participation, further information

WPs in leading roles WP1 and WP4

WPs providing 
contributions

WP2, WP5

Background information D1.7 - Report on EOSC-hub Service Management System
D2.6 - First Service roadmap, service portfolio and service catalogue
D4.1 - Operational requirements for the services in the catalogue
D4.2 - Operational Infrastructure Roadmap
D4.3 - Procedures and policies for the production infrastructure

https://zenodo.org/record/4598216#.YH1fA2czabg
https://zenodo.org/record/4598252#.YH1dUmczabg
https://zenodo.org/record/4605498#.YH1dF2czabg
https://zenodo.org/record/4605507#.YH1e2Gczabg
https://zenodo.org/record/4605515#.YH1e7Wczabg
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Thank you
for your attention! 

Questions?

This material by Parties of the EOSC-Hub Consortium is licensed under a Creative Common Attribution 4.0 International License


