 Trouble Ticket Statistics
During Q2, 2009, a total of 1481 tickets were opened by the TeraGrid Operations Center (TOC) and processed as described above. Table 5.1 shows how long tickets remained open during this quarter,  that is, how long it took for TG user support staff  to provide a diagnostic, workaround or solution. 
	Open for <1 hour
	257

	Open for >1 hour, <= 1 day
	164

	Open for >1 day, <= 2 days
	139

	Open for >2 days, <= 1 week
	355

	Open for > 1 week, <= 2 weeks
	312

	Open for > 2 weeks, <=4 weeks
	219

	Open for >4 weeks
	195


June 2009 User Survey vs. October 2008

	RATE YOUR SATISFACTION WITH: 
	2008
	2009
	Difference

	The documentation for TeraGrid
	2.88
	2.88
	0.00

	The effectiveness of user support in solving my problems
	3.18
	3.25
	0.07

	The fairness of the TeraGrid allocation process
	3.22
	3.19
	-0.04

	The frequency of the TeraGrid allocation requests submissions
	3.07
	3.06
	-0.01

	The grid (distributed workflow) application development, debugging, testing and optimization environment on the TeraGrid system(s)
	2.78
	2.91
	0.13

	The helpfulness of TeraGrid user support staff
	3.35
	3.38
	0.03

	The parallel code development, debugging, testing and optimization environment on the TeraGrid system(s)
	2.80
	2.89
	0.09

	The POPS interface (e.g., the website for applications to use TeraGrid resources)
	3.02
	3.02
	0.00

	The promptness of the TeraGrid allocation process
	3.10
	3.08
	-0.02

	The promptness of user support ticket resolution
	3.29
	3.27
	-0.01

	The TeraGrid Knowledge Base
	3.06
	3.03
	-0.03

	The TeraGrid User Portal
	3.10
	3.11
	0.01

	Using Science Gateways
	3.17
	2.98
	-0.19

	Using the interactive mode on TeraGrid
	2.98
	2.94
	-0.04


	Open Ended User Comments and Suggestions, June 2009

	How could we improve TeraGrid user support Services?

	Open-Ended Response

	

	

	These are satisfactory

	

	

	

	

	

	

	no comment

	

	

	

	

	

	

	no

	They helped me a lot, but often times it was very slow process.  I wish it could be faster.

	

	-

	

	

	I find help@teragrid to be useful.  No suggestions for improvement.

	Good enough

	None at this time

	NA

	

	

	Until now I am satisfied with TeraGrid user support

	

	Perhaps more complete documentation on job submissions to the various nodes on TeraGrid.

	No complaints.

	Keep them flexible, and human, and humane.

	

	

	

	As for me, the user support Services is very good.

	

	support services were very good.

	

	

	

	

	

	

	

	

	

	

	

	I didn't really use them enough to know what was available, but I'd assume you guys are doing a good job on them.

	

	

	

	

	

	Already very good!

	

	More examples

	

	

	more reactive hlp support

	

	

	

	

	

	..

	None

	more contact

	I like support service

	I should be able to contact the individual centers directly.  Every email I send to help@teragrid has an additional  unnecessary  email exchange where someone in Illinois forwards my email to someone in Texas and then emails me to tell me they did it.  I recognize the ideal of a central help service, but it isn't appropriate for the kinds of help I need, which are very site specific.

	

	

	NA

	

	

	It would be great if there was some (secure) way for new users to get their login information electronically.

	Support personnel are doing a good job.

	

	

	

	

	user support is great

	no significant suggestions come to mind

	Online chat/IRC channels

	Improvements to the online documentation might trim down the number of emailed questions to the helpdesk.  What would be especially helpful would be making some sample scripts for generating batch jobs available for new users.

	i don't know, put links to tutorials on the Portal?

	

	don't know

	I do not know

	

	

	

	

	

	Ensure there is a feedback loop between site support and TG-wide support and management.

	

	N/A

	

	

	The user support services are great. I can't hardly think of even more ways to improve them.

	

	They're doing great!  Keep it up.

	N/A

	Okay.

	The support services are really helpful. It may be good to have someone to be able to call all the time so we can make a relationship with someone.

	I think they're very good already

	I'm satisfied though I have not used extensively.

	

	

	

	Nothing

	

	

	The support has been excellent and blindingly fast.

	The one ticket I submitted was answered in a matter of hours and fixed with no further problems.

	

	* each teragrid site should have consultants that can be _called_ for site-specific problems

	Compiling a list of frequent problems for specific software, even those not officially supported by TeraGrid.

	N/A

	

	User Support Services are already doing a good job.

	

	

	

	

	

	the support service is well organized. No suggestion for its improvement.

	I think telephone support is important in the getting started phase of my job support. While the tech support resources are limited, I'd hope they'd be available for new users (that are technically able and aren't a waste of tech support time).

	Faster allocation of SUs once an application is approved.

	

	

	

	It's very good as of now.

	Setup some wiki pages for common questions and track user problems.

	More training, tutorials

	

	

	

	

	

	

	This aspect is also O.K.

	

	

	N/A

	

	

	more support in the allocations group

	I think it's very good already.

	

	

	

	More support for parallel code developement for particular algorithms.

	

	

	

	

	No concerns at this time.

	

	

	I am satisfied

	hire better qualified technical support people

	

	more thourough follow up

	Promptness.

	

	nothing

	

	more workshop on line.

	better staff training, especially on new resources

	

	

	I think availability of an IRC channel would help.

	I think it's alreday good enough.

	

	

	

	

	

	More Application Support

	

	

	good enough.

	

	Continue to provide web-based portals to minimize set-up time for the users.

	Maybe have a person who is available online in real time

	I'm happy with Jon Siwek and whoever answers my call at consult@ncsa.uiuc.edu (I mostly use cobalt).

	

	

	

	

	

	N/A

	

	

	They are great and helpful!

	none

	

	can't be better

	Online Chat

	

	

	

	Faster response time.

	

	See item 20.

	

	

	

	

	

	i don't believe it needs any improvement

	

	

	By extending availability of support services to 24/7 so that international collaborators may get help promptly.

	More prompt service would be nice.

	N/A

	

	The weekend staff don't have the full knowledge/access/resources of the weekday staff, but that would be unreasonable to expect.

	I have no suggestions.  They're really good right now.

	

	

	

	Make it easier for users to track open tickets.

	

	

	Communication with consulting staff at each site (e.g. at Kraken) seems slowed by the fact that it seems to have to be forwarded each way by central TeraGrid staff.

	

	

	Speed of response!  I never get a live person on the first try.  Web tickets often take several days for a response.

	Nothing comes to mind

	

	NCSA's consulting is excellent.

	Interactive coding sessions?  Probably impossible though.

	

	

	

	

	

	user support is great

	

	

	

	better documentation online, faster turnaround for queries in the consulting side. the standard answer, which always took one day, was "can you better explain the problem?" even though the explanation was already there. this doubles the response time...

	

	Introduce feedback system for TeraGrid help. Keep the documentation up to date.

	

	

	

	Better technical support that can help with the installation of common molecular modeling and simulation codes.

	

	

	

	

	

	

	

	

	

	

	User support services are at adequate level

	

	

	

	

	

	

	

	I prefer to send e-mail rather than a web-based ticket system.

	merely to maintain the unmatched efforts of consultants, admin to assist via email, phone

	

	

	It's very useful already.

	It is the best!

	

	It will be better to have a simple tutorial example to compile Fortran and C languages with detailed information about 1) locations of external functions in the system and 2) how to link.

	

	

	

	I have had no problems with support services. Answers are very prompt.

	

	

	Support for TeraGrid is awesome!

	

	In limited use, I have been very satisfied with user support.

	

	

	

	Not sure.

	Clearer tutorials

	Keeping the user profiles in each sites in sync. with the profiles in user portal.

	

	My experiences with user support are all good.

	

	

	

	

	

	

	I believe that user support services are good...

	

	

	

	Larger knowledge base with a good search engine that is updated often

	I am very impressed with the user support thus far.  Higher-level support (specific application support, etc.) would be nice, but my collaboration now has enough institutional memory that this isn't a big deal.

	

	

	More documentation related to the development and running parallel aplications more efficiently with an extended base of specific/example cases. Sort of guidelines how to use different types of applications.

	Email support is great. Maybe standardize the online help sites/files. Have them all in one place for the different machines and standardize their appearance and structure.

	

	

	

	

	

	Again, you're doing a great job - I have no complaints.

	

	

	

	

	I haven't used user support Services too much, but I am starting to a little bit. So far the experience has been fine.

	

	

	

	

	sometimes a quick phone call would answer a problem so much more efficient than going through the ticket system.

	Your user support services are already quite good.  I recieve prompt and helpful answers to my questions.  Keep that up!

	

	write the web documentation in plain English and make it more modular (more/smaller pages)

	Unknown -- never needed to use.

	

	

	could not think of any

	

	

	None

	TG portal is very convenient - did not use other support services

	Better publicize online user tutorials, expand their coverage

	Making the response from the help desk relatively faster.

	

	

	

	

	I've only contacted user support twice, but they have been excellent!  One person followed up on a command with an update months later and that was very useful.

	

	I haven't used them directly.

	That support service is already good enough, I think.

	

	

	N/A

	N/A.

	It is already quite good!

	

	

	NA

	

	

	n/a

	better documentation

	

	

	When I asked questions, I got answers and they were helpful answers. I am satisfied.

	

	

	

	

	I think user support is very prompt and helpful as is.

	TeraGrid already has one of the best user support services in the country.

	

	

	

	Online video help.

	

	

	

	More online documentation containing actual example cases of file transfer (between two TeraGrid sites as well as to and from the archival system) will be helpful.

	You are doing a great job.

	

	We're already very pleased with user support.  People are helpful, knowledgeable and efficient.

	

	

	

	continue the fine work

	

	help@teragrid.org is already excellent

	

	

	

	

	It's already quite good

	nothing that i am aware of

	Not familiar with support services.

	

	

	Maybe for non-emergency problems, every user could choose his/her primary support personal, so that the user knows who he/she is talking to.

	

	it is great

	-

	More use cases and examples will help first-time users familiar with the environment quickly.

	

	

	

	Stronger advanced support staffs;    queue statistics  of resources at all locations (then I know how long I have to wait for my jobs to complete)

	

	

	

	online help

	very good user support.  no improvements needed.

	

	

	

	It is good enough now.

	

	It was often challenging to ask follow-up questions once a user support ticket had been opened, because everything had to go through help@teragrid.org.  Generally, two-way conversations got much more efficient once the helpdesk staff that were working on a problem I had shared their personal e-mail address with me.

	

	the allocation staff could be more helpful and attentive

	

	

	Good enough

	User support is very good. So I don't have any idea how to improve it even more.

	I like the prompt response as available now

	Hire more knowledgeable people in High Performance Computing

	

	

	

	

	

	

	

	

	Unified documentation for different systems.

	

	More detailed user documents.

	

	

	--

	

	

	user's need to use the teragrid w/o extensive time commitments for training--no time to read docs, no time to learn to use it--somehow need to help researchers get going w/o extensive training

	

	

	

	it's efficient to contact the helpline

	

	

	

	none

	more knowledgeable consultants

	I am happy with the current state.

	

	making it easier to reach.  Such as a toll free number.

	it's good

	

	I've only had one experience with user support, and the only thing lacking was response time.

	

	

	7x24 support.  Actual support, not an intensely annoying email from someone at anothe site unconnected with the problem saying that an admin at the relevant site will be in contact. At weekends they are not.  The NSF has invested a couple of hundred million dollars in Kraken and Ranger (and 2C...) and it is terribly frustrating when these systems experience problems outside of normal working hours and there is no coverage.  The waste is unbelievable.

	Very good

	

	Nothing comes to mind.

	

	Encourage the support personnel to take user comments and complaints more seriously. We don't complain to bug them; we want the system to work better too.

	

	cannot think of any

	

	no opinion

	Make staff read the WHOLE message. If I happen to have two question in an e-mail, there is a good chance that only one of them will be answered, or I get back a clarification question to which the answer was in my original e-mail.

	

	

	

	

	Individual s try their very best to help.

	pretty good already

	I am beginning to use TG Advanced User Support.  I don't quite exactly know yet how this will help me, but having people with names which I can ask more advanced questions is bound to be very helpful.    A wiki/mailing list/something else where users can post questions and help each other could turn out quite valuable.  Users may have a high level of expertise about applications that they could share with others.  They also know the machines from a user's point of view, which is often different from TG administrators or help desk.  See e.g. <http://stackoverflow.com> -- this seems like a good idea.

	

	

	Increase the frequency of the Teragrid workshops.

	

	

	When Tungten was retired and everything was ported to Abe I received only about 30 days notice.  Since my jobs can take over a month to complete this was problematic.  More lead time should be allowed for users in the future.

	I have been very satisfied with the TeraGrid help desk. However, I am not familiar with the support services on the web. Usually, however, when I read this type of information, it is written in such a way that I can't make much sense of it. This is to say, for example, reading explanations of how to submit a job to the queue don't make sense if I don't already understand many of the fundamentals of the system or the appropriate terminology. I need "TeraGrid for Dummies," not "TeraFrid for People that Know What They're Doing." (Maybe this is already in place, but like I said, I am not familiar with the web resources. It is much easier to simply email a specific question to the help desk, which has been very helpful in answering my questions.)

	Make on-line live IT support. Ticket systems are for waiting in line at the post office.

	

	

	

	

	

	none

	

	They are already good I think. It just takes time to communicate your problem with some. Instead more explanatory tutorials should be available

	

	

	It would be useful to be able to contact sites directly. E.g. right now NICS support goes to NCSA? Why?

	

	

	

	Teragrid user support services, which for me has been NCSA support services, has always been excellent.

	It is at its best.  I always got a satisfactory answer from them.

	

	NA

	While I am not a fan of the support, I don't know that there is a solution that you all haven't done.

	i am happy with support services

	

	

	

	


