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e Migration phases:
1. Requirements collection and assessment (2022..)
2. Prototype: implementation of major workflows (2023-2024)
3. Integration with other systems: Snow, RT (2024)
4. Early adopters, tests, training, Production ( 2024)
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Timeline and milestones
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Staging DB Integration

Staging DB is a proxy database connected to GGUS, which collects information about
sites, status, contacts

1. Step: Staging DB migration to PostgreSQL
2. Step: Helpdesk Integration with PostgreSQL Staging DB
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Status: y;
® Preparation for migration is complete ¥
e Oracle DB — PostgreSQL done \/

e Zammad integration with PostgreSQL
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Current Activities

All activities are tracked in JIRA

Test instance: ggus2.scc.kit.edu

Agreement on new name: helpdesk.egi.eu
Discussion on E-mail connected to the Helpdesk
AUP & Privacy Policy in preparation

Installation of Production instance

Integration with AAI

SAML in Zammad: support voPersonID to be tested, current PersistantNamelD to be replaced
OIDC Protocol is currently not supported, discussion about implementation and timeline with Zammad

Ticket states and priorities
Preparation of documentation for users & Migration status ( Confluence Wiki)
GGUS Workflows migration

Revision & implementation
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https://its.cern.ch/jira/projects/HD4WLCG

Workflows Migration

Submit ticket

»Open CMS ticket s 4 Ticket >

Please do NOT include sensitive information or personal data in GGUS tickets!
Report security incidents here and software vulnerabilities here!

User information

: Ticket in new GGUS
Name: Pavel Weber * E-Mail: i ‘

Info: This user information will be used for ticket tracking. You should use this info to watch your ticket

Notification O on every change
mode ? ) on solution

CCto: ? |

Issue information

o

Date / Time of F) )|
Issue 2023 v[[06 v[[16 v |/ [13 v|{06 v |UTC 7
* Subject ?
* Describe the 5 B I U L B 0
: 3 - U|T |z =|9|= B B
" Ul and workflows:
Styles ~ | Format ~ | @ Markdown | [ Source | ?
p =] open
2 normal
NGI DE
Characters: 0
Concerned ’ i
VO: 2 please select v VO specific 2 Oyes @ no
Affected site:  ((piease select v Affected ROC/NGI [ NGI_HU v ONLFreib
? = -Freibu
fdcker please select v
category peaseseiec LUH
Type of issue: lease select v *Prioritv: 2 |
4 P! Priority: ? | please select v | chen
i Y FZK-LCG2
Attach File(s) [ growse... | No file selected. Browse... | No file selected.
(max. 2 MB e AR
pro File) Browse.... | No file selected. Browse... | No file selected. Wuppertalprod
Routing information Expert option, please set this option only if you know what it means. SCAl
Notify SITE 2 i vrl OR Assign to support unit ? | v
Submit | Discard your unsaved changes.
* Required
fields




%7 Helpdesk Roles and Workflows: Roles Hierarchy
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Helpdesk Roles and Workflows: User Role

O’?K/NG b
USER Role E/VT

ACTIONS

decribe . Team Role ALARM Role ] Multiple Sites Role CMS Role

User can describe Create Ticket
OR
VO
User can assign User can assign User can assign
Ticket l l l
Category
Ticket to
TPM default 1st, 2nd, VO NGI
Type of issue
. Noti
Priority (Ify
Ticket meta Site
information
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Outlook

Progress according Roadmap with some minor delays so far

1st Release after integration with AAl and implementation of major workflows
We plan initial tests of ticket assignment to sites after integration with staging DB
Sharing of documentation and migration status to be prepared

Implementation of complex workflows and integration with other systems
Everyone is welcome to contribute and to help
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>’ Thank you!
Contact: pavel.weber@kit.edu



