	How could we improve TeraGrid user support services?
Comments from the 2010 TG User Survey



	Have a reward system (novice, advanced, silver, gold) on support request boards.

	More knowledgebase

	to be more accurate

	support over the holidays can be improved as there is no holiday for computing

	i'm very happy w user support but a sort of local help (e.g., a local teragrid resource expert) will be good.

	Make weekend service available.

	send out notifications when specific systems are having trouble so that we can know what's a bug in our own code or what's a system-wide problem


	Job throughput on the TeraGrid system

	I haven't used user support services.

	To organize your work according to the author merits in the science

	

	One question - one answer. I do not want to receive a bunch of emails from different sites as a reply to the same question.

	improve the web resources

	simply make it easier for me to connect / manage the connection of my personal HPC (on ADSL2+ to the internet) to upload/download/submit tasks and keep the results/intermediate data on my local HPC to minimize impact on the grid resources.

	make POPS surface easier  clearly indicate requirements for SU application

	It would be nice if POPs would automatically generate a pdf of an allocation application once it's submitted so that it's easier for me to keep records for myself.  If it already does this, I wasn't able to readily find that feature.

	E-mail replies from the helpdesk should include the direct email address or phone number of the person who responded.

	Improve the availability and quality of information services . TeraGrid Education activities and programs.


	more online technical support


	Better online 24/7 realtime support.


	Give us some instruction or usage details in user files

	Classified on-line training documents.

	TeraGrid contracts with a network service provider to use a high bandwidth

	A easier to navigate webpage would be great.

	

	Well designed web pages that make it less of a chore to find things.

	At one point there was an upgrade to some compiler software (or something along those lines) where I was told via broadcast email that it would not effect the build/run process of my code, but in fact it created issues that took a few days to solve. This may fall under the jurisdiction of TACC, but I guess my suggestion is, instead of stating the change will not have an effect, state it *should* not have an effect but if it did, it would be related to X Y or Z. Thanks.

	The ticket system used is confusing and has resulted many of my students to be frustrated with it. The reason is the unsatisfying use of various ticketing systems at various sites resulting in tickets posted from one to another site. Also the original messages were eliminated form the help messages when they were resolved and when students deal with multiple issues it was necessary to keep all submitted help and organize them on the users basis. It was felt by many students that the system was set up to satisfy the work process of the system administrators, but not how a user would intuitively interact with the system.    Remembering the early days, it has been improved drastically, but still many were of the opinion there should be just one ticketing system to which all system admins have access to and that this is supposed to be centralized. Also it must be possible to cc different people on the tickets and all get a reply instead of just the person that submitted the ticket. I am not sure if that has been fixed though.

	Decentralize them. If I email teragrid help, I don't need an email from someone at NCSA saying they're forwarding it to someone at NICS. I should be able to just contact NICS directly.

	More help with compilation and installation

	perhaps build a better search engine of the solutions to the problems/inquiry one may have

	The parallel code development, debugging, testing and optimization environment on the TeraGrid system

	less steps

	

	Making it so that users close the tickets they open; I have had some work done mostly correctly but not completely.

	Better, more centralized, documentation.

	Create system to objectively evaluate the efficiency of the code, and assist in its optimization.

	

	

	Clarifying when to contact TeraGrid support vs. the specific computing center support

	The user support page could be more 'streamlined'. The front page is very busy and it's not often clear where I need to go to find my answer. The search function is also not always the best at finding my answers.

	

	find easier/faster/more convenient ways for access control

	More support personnel for direct communications

	Have a 24hr support line.

	Have a service that is intermediate between the ticket system and ASTA, where a consultant is available for (a limited number of) extended phone conversation.

	Help desk for only setting up user name and passwords.

	i have no idea how to access support services on the teragrid.  i know how to access support at the psc, but when i'm using a non-psc service i'm lost.

	More useful data organized in tables and easily accessible links. Like current availability of different queues.

	Some of the cites have their own support system, e.g. TACC. Sometimes it is confusing because this does not go through a centralized system

	Encourage the sys admins to install software that could be used by others, rather than forcing us to install locally and have problems.

	work great, maybe streamline the help desk ticket system

	Probably some web interface about job submission and current status of jobs

	I found the workflow on the POPS system confusing.

	to be careful with archiving data

	Think in the mentality of the user of a typical computer resource on their desktop.  Not of a traditional high performance computing user.

	

	more frequent upgrade of the installed packages. For example the petsc library on the tacc ranger is currently not up to date

	

	The parallel code development, debugging, testing and optimization environment on the TeraGrid system(s)

	

	The TeraGrid Knowledge Base

	Complete audit of teragrid documentation to ensure accuracy and completeness.

	Running large parallel jobs on TeraGrid

	

	The TeraGrid Knowledge Base

	

	develop your science gateway

	my only suggestion would be to have a more obvious and well laid out access to users (such as myself) to basic documentation to quickly pick up on syntax and key words to manage basic necessities in the Teragrid system, I do not recall seeing an obvious navigation in the system to such features.

	i think more hard disk space (on home directory) will be useful

	Stop telling me I have too many I/O reads when I don't.

	Build a website to list FAQ.

	Science Gateways

	How TeraGrid resources facilitated international collaboration

	How about having an online chat?

	A user-oriented, interactive discussion platform, like those for NAMD and VMD

	The establishment of a community

	I would like to see a live chat option

	An online chat would be helpful

	Discussion boards.

	Online chatting services maybe ?

	Allow me to directly contact the support staff at NICS (the way I can with TACC or SDSC)

	I had a problem on one of the teragrid resources at PSC, and I had to be routed through 2 or 3 people between teragrid and PSC before getting to someone who could help me.  It would be better if I knew who to ask for help in the first place.

	keep the help line open


	Make it simple and fast


	The support of some sites did not reply promptly or at all.

	

	Resolve issues faster than 15 days


	I had some difficulties in having questions answered promptly, partially because it seemed my requests were passed between multiple people, which seemed to indicate that improvement could come from channeling questions better to the right people more quickly (it sometimes took many days to a week for each person, and if the request was passed on, that added up).

	

	Faster support ticket help.

	I have only used it once and it was slow to respond after the initial response -- I think they forgot about my issue.

	It would be nice if I could direct inquiries directly to the staff responsible for a specific system (i.e. TACC) -- it always seemed like there was a lag of a day or so while my message got forwarded to the right people, when I typically knew exactly whom it needed to go to but not how to contact them.

	Making it prompt.

	Faster email communications

	faster responses to questions

	Quicker responses to adding users to TeraGrid Allocations

	By addressing the queries faster

	pretty good now.

	

	For me, the NCSA consultant responded heroically and patiently to my questions. However, I found other ways to do my computations.

	user support has been helpful whenever i needed it

	User support has been fantastic.

	Excellent as is.

	Sufficient

	it is doing a great job.

	support service is excellent

	it is very great.

	they are very good.

	Very pleased with support services

	Support is very good already, I don't have any suggestions.

	They're pretty good as is.

	Its pretty good...

	I think user support is great the way it is.

	I think it is very good

	I've been satisfied with the responses I've received from user support.

	It is OK, but they should remember that sometimes novice TeraGrid users are not novice users of high performance computing.

	I haven't extensively used them, so there's not much for me to say here.

	These are great. Don't change a thing.

	They are fine.

	no ideas; am satisfied

	I am very satisfied with the TeraGrid user support.

	good enough in my view

	The tickets are the most helpful.

	Support services (especially the computational chemistry consultants) are great!

	already pretty good

	User support is great, more online chemistry support (specifically how to set up user environments for chemistry applications) would help

	It is already ok.

	

	It's great as it is

	It is very good already.

	Nothing.  I am extremely satisfied with the user support services!

	support is fine- no need to improve

	it is great like it is

	that is fine as it is now

	No advice because I haven't needed much help, but when I have the service has been fine.

	It is in a great condition.

	I think the help@teragrid is both prompt and extremely helpful.  It has proven invaluable on multiple occasions.

	The user support has been terrific.

	the service works satisfactory

	overall, very good

	Great work.  The best user support I have ever accessed.

	User support at the TACC (my only resource) is awesome - best I've ever experienced from any kind of computing center. To me this is one of the most valuable parts of the Teragrid - real live people who can very quickly solve your problems.

	Never had any problems

	Support services have worked very well for me.

	I am satisfied.

	These are quite good

	Is pretty good as it is

	I was satified with the user support services.

	I have no suggestions.

	I have no complaints so far.

	They're already quite prompt

	environment on the TeraGrid system(s) to be cleaner

	Support services worked great.  All problems i have had were resolved quickly or transferred to a more appropriate person.

	We were very happy with Purdue's prompt response when we had questions.

	I like it the way it is

	they are great, can't really think of any other resources you could add

	It's quite good already

	I like the way it is now.

	It's been very good

	it is good already

	It's fine

	

	My experience with user support has been very satisfying, couldnt be happier.

	

	make user feel very easy to find support

	I have not had any negative experiences with support services.

	I have only dealt with PSC support staff and they are excellent.

	It's very helpful now.

	

	these people are fast and highly knowledgeable.  nothing better can be done as far as i am concerned.

	Actually, I was quite satisfied with the support services.

	User support is excellent, in my experience.

	I cannot thimk of any improvements.

	I had very good feedback when I needed the TeraGrid user support services.

	Very satisfied so far.  I am not aware if there is something like FAQ.  If not, maybe providing it would help.

	

	I'm currently satistified with awareness of need to improve and effort being made.

	Good job.

	Great.

	

	User support service is great. I don't think it needs further improvement.

	I asked for help a couple of time and I got always helpful answers

	

	Doesn't need improvement.

	

	good nice

	I like it

	I am satisifed with the support services

	

	None, it is excellent as it is.

	I can't think of any.

	

	The few times where I've encountered problems I received prompt and helpful feedback, so no real comments here.

	

	use it very happy

	current supporting staff are great

	

	all more than satisfactory for my current needs

	

	I have been satisfied with user support.

	

	everything is ok

	I have had no problems over the past year.

	Helps me achieve the results I need and want

	It is wonderful. I haven't had any negative experiences, and I've used it several times.

	

	They are excellent.  TeraGrid support is the best level of support I have ever received for a technical endeavor.  I rate it higher than commercial contractors I had used (CSC, IBM, Accenture) and even commercial in-house staff for data centers.  The only improvement would be to make more people aware of it as I am sure it would increase the popularity of TeraGrid as a resource.


	I'm satisfied with the current support services.


	Was pretty helpful as is.

	It is okay

	They are pretty good now or we would not be running. Seems a bit counterproductive to have a queueing system and then require aid to have someone manually overun it!

	Support is pretty good.

	Good already.

	I think that part is fine.

	It is good.

	It's been excellent.

	I am happy with teragrid user support.

	They have been good to me thus far.

	

	Current system is good.


	I am satisfied with user support.

	I am quite satisfied with the support services.

	The highly trained scientific consulting staff at PSC is extremely helpful. Keep that up!

	User support could serve as exemplars for all IT serivces. They should all get big bonuses (no I am not on the support staff). but it is the one really bright beacon. If the underlyigin infrastrucutre was as good as the support staff, TG would be used by everyone in the world.

	I don't think you can. Support is excellent.


	it is fine

	It is excellent

	I've had absolutely wonderful experiences with the TeraGrid support staff managing NCSA Lincoln.

	I have not had any trouble with user support.

	The people in allocations and the computational chemistry specialists are great!

	It's actually grand, I have zero complaints about the user support services.  Everyone is extremely prompt, helpful, and friendly.

	it is very good

	The user support services do not need to be improved

	The support service works well as is.

	I think it's pretty good.  Please don't reduce direct user support, as I've had to go to it relatively frequently.

	

	The help@teragrid mailing list is very good, and so is the TG advanced user support.  The web sites (POPS-submit and POPS-review) are truly horrible.  They require detailed entries into web forms, which is very time consuming, and which does not really help the reviewers.

	They are pretty prompt as it is and helpful

	Please be sure that you continue to retain the excellent support staff.  Large computing facilities are always frustrating to use -- by their nature.  It would be impossible without the extremely helpful and responsive support staff.  I have made extensive use of those at NCSA in particular.

	its one of the best :)

	None, the site is good.

	None. Good support now.

	Support service was fine for me

	Help is just fantastically effective now

	I am satisfied with current one.

	no complaint

	

	User support has always been excellent in my experience.


	TeraGrid user support is great and responsive, I do not think it needs improvement.

	It is good until now for my experinces. I would use TeraGrid more often once our model has been implemented. Thanks.

	it is good so far.

	Nothing. It's very good.

	it's good

	support services are very good already!

	No idea - your team is great!

	support services do their job very efficiently, no complaints.

	we have had wonderful experiences interacting with the staff at all levels and locations

	be more customer friendly.  some people do not have lots of training in this work.  found certain support people with certain computers rather mean with attitude because I didn't know as much as they would have preferred or assumed.

	

	support staff should know more about debugging tools


	They need some attitude training before to take calls.     I suggest that each help staff at Teragrid should have a number, and if users have a problem with some staffs, users should know where to report.


	Add more examples (that actually are correct, and work). Most examples online are incorrect.

	If more user support staff knew of how to configure custom MPI vs. OpenMP settings in the queue environment of different machines (e.g. PBS syntax for mixed openmp-mpi jobs vs. pure openmp vs. pure mpi) rather than having to redirect such questions to busy system-specific administrators with slower turnaround, that might be helpful.

	be more carefully

	

	Well-made and well-organized one-stop portal webpage that deals with EVERYTHING (available sources, tutorial, allocation, consulting tickets, etc)

	A little more friendly.

	Provide useful suggestions

	Get some better consulters

	It would be good if I get notifed whenever a reported problem is fixed. Also it would be nice if the after-hours help desk staff is trained better. many times if a problem happens after hours it doesnt get fixed until next morning (even though the problem is not that severe)

	Make sure that the response has 'satisfied' the user.

	Improve the availability and quality of information services .

	Better interaction with new users, and let them ask questions.

	

	support sometimes dissapears, e.g. question is hanging in the air but there is no resolution or willingness to finish the matter

	more followups

	

	I have submitted high-level questions, and got low-level replies that didn't quite cover my questions.  I just found the "feedback" button at the bottom of each web-page - I think I'll start using it.

	Fewer options

	Give the user support people more power, so that they can directly create and modify user accounts on any and all TeraGrid systems.  The user accounts system should be completely standardized to facilitate this.

	If a user requests an application, especially one that is open source and freely available, it would be nice if the support staff were to take more of a lead on this.  In past years I have found the support to be excellent, but I have noticed a decline in this within the last year or so.

	Periodic contact initiated by user support to individual users about their computing needs in the initial stages of the project would be good addition to Teragrid support


	The quality of user support varies a lot between sites and individual support staff. Increasingly often the specific knowledge of support staff is limited to what can already be easily found through a superficial web search.


	More training on Globus and Condor for TeraGrid staff

	My experience with the support staff has been in trying to get my code to run successfully on either Ranger or Kraken with the PGI compiler.  We came to the conclusion that PGI does not handle allocatable or pointer arrays in OpenMP statements properly at runtime, at least in my code.  The knowledge of the OpenMP "guru" on hand seemed limited as did his time, so I ended up solving the problem myself.

	User support services should be raised

	

	support is pretty good! the one delay i had was maybe due to a no-so-motivated technical support employee


	Make more knowledgeable technicians available for user questions.

	Better TG support for optimization, compilation, testing and debugging of software that's used widely.

	most people seem to be great.  however, one person answered questions assuming that we knew what he was talking about; when we asked for clarification, the answer wasn't any more detailed than the first response

	By implementing more personels or make more on-line resources.

	Improve service quality, which is required of any businesses.

	You need to have someone who is focused on helping new users get started and provide written documentation. The system should not be so complicated that you need to travel to a workshop to get started.  You should have a detailed procedure (with explanation) for people who are not programming but need access to standard computational and visualization programs.

	staff that can debug, install and optimize codes effectively

	more knowledgable and prompt technical support staff

	Make the user guides easier to understand. Provide better support on how to log into resources.

	improving training and use introduction.

	adding training and teaching

	Make it easier for users to understand how to access software installed on the resource they are using.

	Make the manual more easy to understand.

	please more easy for us

	If possible, spend time reviewing the actual code (i.e., Fortran 90 source code) to see if the user has properly optimized the code. I suspect that some users may be under-utilizing the resource, thus decreasing available time for everyone.


	More useful training for new users with specific lessons that could help with actual research

	Streamline the look, or provide better directions to tutorials or libraries.

	More examples in documentation

	Make it easier to find commonly used examples for running jobs, using scratch space during jobs, etc.

	Better documentation

	Some indication of how soon (or not) a problem might be addressed, when the problem is submitted?

	Better online documentation.

	Additional online debug/optimization tutorials.

	I would like to see a short info (no more than a page) that tells me what is where and be occasionally reminded about it.

	It would be nice if the user docs had a 'for dummies' link to click on for multistep processes like opening a visualization portal. Presumeably some users do understand the documentation as is, but not all of us do.

	Write instruction on how to compile and run code for all the systems in a consistent manner. Then put them IN ONE PLACE so we can quickly compare when more moving to a new cluster.

	Technical Overviews and Presentations

	Adding more sample scripts for each system dealing different kind of jobs.

	I hope you can open up a forum there we can discuss with others.

	Forums often prove valuable for efficiently locating answers by involving a community of users and thus reducing the obligation of any particular consultant.  A forum has been established in the Portal, and, with time, this should become a valuable resource.  There should remain, however, undoubtedly, the assistance offered individually by help@teragrid.org and consult@ncsa.illinois.edu; Susan John, John Estabrook, Weddie Jackson, Jon Siwek, and many others have personally been of invaluable assistance and have proven critical to guiding my most efficient usage of TeraGrid.  Many thanks to all!

	more "how to parallel a code" workshops will be helpful for me who want to use Teragrid with my own code.

	How TeraGrid resources facilitated international collaboration

	TeraGrid Education activities and programs

	A resourceful forum with volunteer board master?

	Organizing on-site workshops more frequently

	I like more application specific workshops.

	teach more workshops and advertise them better

	promoting the use of Forums (this feature seems to have been recently implemented but under utilized).


	More in-person workshops

	more workshop and tutorials

	

	

	

	

	

	

	

	


