
The European Marine Observation and Data Network (EMODnet) is financed by the European Union under Regulation (EU) 2021/1139 of the European Parliament and of the Council of 7 July 2021 establishing the European 
Maritime, Fisheries and Aquaculture Fund and its predecessor, Regulation (EU) No. 508/2014 of the European Parliament and of the Council of 15 May 2014 on the European Maritime and Fisheries Fund. 
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Tender Specifications

Task 8: Monitor quality/performance and deal with user feedback:

The help-desk shall offer telephone queries and an on-line chat service by means of a live operator 
available from 9:00 to 17:00 (Brussels time) from Monday to Friday. Contact by e-mail shall also be 
possible. The telephone service shall not be charged at premium rates and e-mails shall be answered 
within two working days. A record shall be kept of all contacts and the reaction to them.
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secretariat@emodnet.ec.europa.eu
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Assignee:
Nathalie Tonné → re-assigns to EMODnet Coordinator
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EMODnet Helpdesk: summary of workflow

User feedback to secretariat@emodnet.ec.europa.eu

Ticket created in JIRA Helpdesk

Assignee: Nathalie Tonné (EMODnet Secretariat)

New assignee: EMODnet Thematics/Ingestion

Assignee responds within 2 working days + adjusts status ticket (“start progress”)

User satisfied? Mark status DONE
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EMODnet Helpdesk: assignees

Theme Default assignee

Bathymetry Dick Schaap

Biology Biology Helpdesk

Central Portal Nathalie Tonné

Chemistry Alessandra Giorgetti / Eugenia Molina

Data Ingestion Dick Schaap

Geology Uffe Larssen

Human Activities Alessandro Pititto

Physics Physics Helpdesk

Seabed Habitats Seabed Habitats Helpdesk

Problem: tickets not updated and followed up outside JIRA → no archive of responses

Suggestion: dedicated Helpdesk emailaddress



Your gateway to marine data in Europe

emodnet.ec.europa.eu
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EMODnet Helpdesk: Roles & Responsibilities

• Secretariat: re-assign queries to Thematic responsible

• Thematics: should consult within team. 
• Also RECYCLE responses to previous similar questions.

• Technical questions related to e.g. map viewer: recommend discretion, Secretariat will work with CP Team to 
reply to the question IF it is purely to do with the technology of the map viewer. If related to web services 
behind it, it will be passed on to the thematic. Thematic group will always be made watcher of the ticket.
• Workflow?

• This will be in place until Thematics are themselves comfortable answering questions related to the new 
Central Portal.

• What do you want to do?
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