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	  	  	  	  User	  Support	  in	  a	  nutshell	  
 Main interface to the users and to the Observatory 

•  Scientific/technical support to users of “ESO (V) facilities” in the definition and  
 implementation of the best observing strategies (Phase 1, Phase 2, post-Phase 2)   

 
•   Up-to-date status information services (Medium Term Schedule, run progress reports, 

 carryovers, execution issues/problems follow-up and solution, on-site support) 
	  
•   Specification and operation of the front-end infrastructure: tools, interfaces, help-desk 
  
•     VATravel (Visiting Astronomers) 
•     ESO Users’ Committee 

User	  
Support	  Group	  
	  
Opera>ons	  
Support	  Group	  
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52%	  Users	  support	  
28%	  Ops	  support	  
10%	  On-‐site	  support	  
10%	  Projects	  

40%	  Ops	  support	  
26%	  Projects	  
34%	  VATravel	  

Obs.	  Proposal	  prepara>on	  
Op>miza>on	  obs.	  strategy	  
Verifica>on	  of	  SM	  material	  
Support	  informa>on	  
Obs.	  trouble-‐shoo>ng	  
Progress	  reports	  
Carryovers	  
	  
Upgrades/Commissionings	  
	  
Night-‐>me	  support	  (LPO)	  
	  
Tools	  	  

Instrument	  Packages	  
Auxiliary	  tools	  (EVM,	  ETRM)	  
Help-‐desk	  /	  Tickets	  
Infrastructure	  (databases,	  	  
servers,	  etc)	  
	  
Database	  exploita>ons	  
	  
VATravel	  	  
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                                                USD	  work-‐cycle	  	  	  	  	  	  	  	  	  	  	  	  
Period	  (semester)	  -‐	  based	  

SciOps2013	  -‐	  ESAC	  



	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  Some	  key	  numbers	  

 

•  400-500 new SM runs / Period   +   ~30 DDTs 

•  16 instruments (and involved already in the 5-6 to come) 

•  170 Waivers 

•  1250 Remedy tickets  

•  ~250 programme change requests  

Optimization and Validation 
   Operational 
compliancy and 
     readiness 

   Help & Fix 

   Flexibility 
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	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  Access	  to	  ESO	  services	  

2007	  
	  
ESO	  
User	  
Portal	  
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	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  Access	  to	  ESO	  services	  

2007	  
	  
ESO	  
User	  
Portal	  
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	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  User	  Portal	  facts	  	  

6	  yrs	  
later	  …	  
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	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  User	  Portal:	  latest	  addi>ons	  	  
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usd-‐help@eso.org	  

Problem	  	  
Repor>ng	  for	  
Opera>onal	  
Problems	  

2000	  -‐	  2011	  
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Archive Sci!

Archive Ops!

OPO!

USD!
QC!

DBCM!
SDP!

PSO!

	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  The	  Help-‐desk	  



	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  Visi>ng	  Astronomer	  facts	  
Travel	  support	  provided	  to	  ~600-‐700	  VA	  /	  year	  	  (half-‐half	  La	  Silla-‐Paranal)	  

VATravel	  upgrade:	  	  
	  
just	  released	  (Aug	  2013)	  
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	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  Evalua>ng	  success	  
How	  and	  when	  do/can	  we	  state	  that	  we	  are	  successful?	  	  

What	  really	  counts?	  	  
Which	  are	  the	  best	  KPIs?	  

	   	  Users Satisfaction
	  
Very	  difficult	  to	  get	  regular	  feedback:	  
	  
•  Individual	  interac>ons	  
	  
•  Users’	  Commihee	  

•  Feedback	  campaigns	  
	  
	  
	  

Traceability?	  
	  
	  
	  
Low	  numbers	  

Operational metrics

Time	  available	  for	  science	  
	  
(Minimum)	  technical	  down>me	  
	  
Comple>on	  rates	  
	  
Time	  needed	  to	  complete	  
	  
Publica>ons	  


   DOME 
  Dashboard for Operational Metrics at ESO 

SM	  Ques>onnaire	  
End-‐of-‐Mission	  Reports	  
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	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  Users’	  sa>sfac>on	  
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It	  seems	  high	  …	  
	  
but	  (only)	  25%	  response	  rate	  
(with	  targeted	  campaign)	  
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