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User  Support  Department
Main  interface  to  the  external  users  and  to  the  Observatory
Ø Scientific  and  technical  support  in  proposal  and  observation  preparation  

• Proposal  and  observation  preparation,  post-observation  support
Ø Up-to-date  status  information  services  

• observing  queues,  observation  progress  reports  and  programme  management,  
execution  problems  follow-up  and  solution,  operations  metrics

Ø Specification  and  operation  of  the  front-end  infrastructure  
• tools,  User  Portal,  helpdesk,  user  satisfaction  surveys

Ø Visiting  Astronomers  travel  
Ø ESO  Users’  Committee
Ø New  instruments:  Reviews,  Science  Verification,  Advanced  Commissioning
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In  numbers:  users  and  proposals
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In  numbers:  users  and  proposals
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And  more  operations  numbers
Smooth  operations  and  support

• ~900  new  Service  Mode  observing  runs  per  year
• 17  instruments  – approx 1  new  instrument/year  coming  to  operations
• ~2500  tickets;;  ~300  prog.  change+300  waivers;;  ~550  VA  Travel/yr

Help  &  Fix

Organize  &  Help

Total  USD-Resolved  Change  Requests  by  Month
(2009-2015)

100

Flexibility

200
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VLT/I  end-to-end  operations  model
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17  Instruments:
Imaging,  Spectroscopy,  IFU,  SAM,  
AO,  Polarimetry,  Interferometry

ESPRESSO
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Science  policies
Proposals,  selection,  scheduling

Software
Ø Instruments  preparation
ØUser  Portal,  Observation  preparation,  ETCs,  P2,  …

Science  Operations,  Instrument  Operation  Teams
Quality  Control:  calibrations,  instrument  health
Instrument  pipelines  
Ø software  development  &  scientific  validation

Archive  
Ø Internal  &  External  Data  Products  

Interfaces  and  distributed  support
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Communication  &  coordination
Ø Weekly  operations  telecons
Ø Bi-yearly  Science  Operations  Meetings
Ø Face-2-face  working  visits:  Service  Mode  shifts
Ø Helpdesk:  Ticketing  system(s)  – internal  and  external  
Ø webpages,  twiki,  mailing  lists  – per  group/area
Ø Reporting:  internal,  committees,  external
Ø Workshops

Priorities,  Projects  &  Processes  (CCBs)
Documentation  &  Training
Standards,  Rules  &  Procedures
Flexibility  and  science  focus

Some  of  the  key  ingredients
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Observing  Modes
ØVisiting  Mode  (VM)

• Visiting  Astronomers  Travel
• Support  at  the  observatory  
• Designated  Visitor  Mode,  Eavesdropping

ØService  Mode  (SM)

Observing  programme types
Ø Normal  – high  priority  vs  filler  type
ØMonitoring  Programme – relatively  small  but  long  time
Ø Target  of  Opportunity,  Rapid  Response  Mode
Ø Large  Programme – 10  nights  or  longer
Ø Public  Surveys  – imaging,  spectroscopic  surveys
Ø Calibration  Programme

Diversity  and  flexibility
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Measuring  Success:
VM  Feedback  – 15  years  trends
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SM  User  Satisfaction  Trends
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Focus  on  Science
GW170817:  VIRCAM  &  X-SHOOTER

ESO  PR  Credit:ESO/E.  Pian/S.  Smartt  &  ePESSTO/N.  Tanvir/VIN-ROUGE

https://www.eso.org/public/videos/eso1733e/
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Measuring  &  Analysing
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Why  were  you  not  able  to  publish  the  results  of  your  
observations  in  a  refereed  paper?
1. I  did  publish  a  refereed  paper  (provide  hyperlink)
2. Insufficient  data  quality
3. Insufficient  data  quantity
4. Inadequate  ESO  data  reduction  tools
5. Null  or  inconclusive  results
6. Lack  of  resources  on  the  PI  side
7. Science  case  no  longer  interesting
8. I  am  still  working  on  the  data  (provide  time  estimate)
9. I  published  a  non-refereed  paper  (provide  hyperlink)
10.Other  (provide  details)

SNPP:  Survey  of  Non-Publishing  
Programmes
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1278  targeted  programmes (P78-P90)
ØReplies  from  965  (+70  bounced)  à 80%  return!

SNPP  results  
(Patat et  al.,  in  prep)



ESA/ESO  Sciops  2017,  Madrid 19

Public  Surveys
ØData  reduction  &  data  products  from  the  community

ESPRESSO
Ø Scheduling  multiple  telescopes
Ø Further  flexibility:  challenging  the  predictive  scheduling
Ø New  or  updated  tools  (EOPS,  P2  API)

4MOST
Ø Changing  the  paradigm:  one  observation  – one  
programme/one  PI

Ø User  support  &  Data  processing

SOX  &  NIRPS  at  La  Silla
E-ELT  as  “just  another  telescope”

Evolving  support  &  role  of  the  
community


