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Timeline

Infrastructure	&	Processes

Scope
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Outline
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eduGAIN

Fed1

IdP1 SP2

Fed2

SP3
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Scope	(1/2)
Example	Use-Cases

SP3	does	not	receive	required	
attributes	from	IdP1
- user	contacts	SP

SP3	suspects	a	malfunctioning	at	
IdP1	leading	to	unusual	attribute	
releases
- SP3	contacts	its	federation	
operator

IdP1	had	an	incident	and	wants	to	
contact	all	SPs	to	which	the	
concerned	user	accounts	connected
- IdP1	contacts	its	federation	
operator
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End	user

Service	provider	/	
identity	provider

Federation	
operator

eScience	Support
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Scope	(2/2)

Support	federation	operators	where	
they	wish	support

No	end-user	support

Service	providers	/	identity	providers	
may	contact	eScience Support	directly

Coordination
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Central	e-mail	address	available

Ticketing	system

5	persons	on	rotation	(up	to	200	tickets	per	year)

2	different	persons	on	duty	each	week
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Infrastructure
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Customer enquiry 
received 

(support@edugain.org)

Enquiry assigned a 
Helpdesk Ticket 

automatically and 
reference sent to 

customer.

Core eScience 
support team 

review the query.

Can enquiry be 
answered by Core 
eScience support 

team?

Yes
Core team responds 

to customer.

No

Send query to 
secondary support 

mailing list 
(voluntary 

federations)

Is the query 
resolved?

No

Yes Close the ticket.

Core team review and 
assess if wider support 

needed.

Not required

Can the wider group 
answer?YesRespond to Core 

team with answer.

No

Send query to 
REFEDS and/or FOG

Can REFEDS/
FOG answer?

No

Core team informs the customer their 
query cannot be answered

Yes

Required

Add details of the 
resolution to FAQ 
site if applicable

6

Processes
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Consultation	on	
concept

Pilot

Ticket	response

Adoption	in	
eduGAIN
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Timeline

2016 2017
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Thank	you
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This work	is	part	of	a	project	that	has	received	funding	from	the	European	Union’s	Horizon	2020	research	and	innovation	programme	under	Grant	Agreement	No.	691567	(GN4-1).
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