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Introduction 
● Migration: GGUS→ New EGI/WLCG Helpdesk

○ GGUS ( BMC Remedy Server, Oracle DB) 
○ New Helpdesk powered by Zammad 

■ Open-source technology 
■ Modern UI/UX, customisation and integration options

● 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)



eoscfuture.eu                 @EOSCFuture    EOSCfuture

2021: Tests of technologies & Assessment Document

2021: Agreement on technology ( KIT,WLCG, EGI, EOSC)

2022: Collection of the requirements ( WLCG, EGI, Exp)

2022: Production Phase in EOSC Future Project 

Timeline and milestones Roadmap presented at GDB Meeting 06.2023 
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Staging DB Integration

1. Step: Staging DB migration to PostgreSQL 
2. Step: Helpdesk Integration with PostgreSQL Staging DB 

GOCDB, OSG 
sites

Helpdesk 
Staging DB

Migration 

Status:
● Preparation for migration is complete 
● Oracle DB → PostgreSQL done 
● Zammad integration with PostgreSQL 

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

● All activities are tracked in JIRA https://its.cern.ch/jira/projects/HD4WLCG 
● 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 PersistantNameID 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 

https://its.cern.ch/jira/projects/HD4WLCG
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Workflows Migration 

UI and workflows: 
Revision & Adaptation 
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Helpdesk Roles and Workflows: Roles Hierarchy  
WORKING DOCUMENT 
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Helpdesk Roles and Workflows: User Role  
WORKING DOCUMENT 
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Outlook

● Progress according Roadmap with some minor delays so far
● 1st Release after integration with AAI 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 



Thank you! 
Contact: pavel.weber@kit.edu


