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Introduction

ÅUser guide usually tell you much and the FAQ or 
troubleshooting

ïhttp://glite.web.cern.ch/glite/documentation/

ïSection contains very useful information

ÅUnfortunately, sometimes problems go beyond the 
ability of end users. For these cases, Organized 
support units are in place to help Users in their grid 
activities.

http://glite.web.cern.ch/glite/documentation/


Do you need any help ?

ÅThere are several support units and mailing lists you 
can ask help to, each with its own features and 
specific competences:

The Global Grid User Support (GGUS) portal

Savannah web portal

Specific mailing list

Regional Operation Centers (ROCs)



The Global Grid User Support (GGUS)

Å The GGUS system is the primary means by which users 
request support when they are using the grid.

Å The GGUS system creates a trouble ticket to record the 
request and tracks the ticket from creation through to solve.

Å There are two ways in which a user can submit at request for 
help:

ïSend an e -mail to helpdesk@ggus.org ;

ïUse the GGUS web interface to create the ticket.

Å Once the ticket has entered GGUS, it is processed by 
assigning it to the appropriate group to deal with the problem. 

ïThe groups are generally addressed via mailing lists

ïSometimes, a ticket is simple and it is assigned to the 
correct group immediately and dealt with immediately.

mailto:helpdesk@ggus.org


Some words about GGUSé

Å The GGUS system is running on a server located at 
Forschungszentrum Karlsruhe, Germany .

ïBesides the GGUS production system a backup 
system is in place.

Å They can be contacted by email to support@ggus.org Usual 
office hours for GGUS staffs are from 07:00 to 15:00 oôclock 
(UTC).

mailto:support@ggus.org


Submitting a ticket using mail

Å This is quite the simplest way to request help. The user simply 
sends an e -mail to helpdesk@ggus.org .

Å The e -mail is converted into a ticket and processed.
Å The information provided in the email should be as detailed as 

possible. Helpful information could be :

ïThe name of the site concerned ,
ïThe VO concerned and whether it is a VO specific 

problem,
ïThe error message received,
ïThe command used ,
ïSoftware versions (OS, Middleware etc.).

Å The user will receive e -mails which either request further 
information from the user, or which notify the user of a 
change in status of the ticket.

mailto:helpdesk@ggus.org


How to set the priority of a ticket

Å It is possible to define a priority by adding a number in square 
brackets to the subject line of the mail.

Å Priority numbers can be 1 , 2 , 3 and 4 .

ï1 stands for priority ñless urgentò(default priority of 
tickets.

ï2 stands for priority ñurgentò,

ï3 stands for priority ñvery urgentò,

ï4 stands for priority ñtop priorityò.

Å E.g.: The subject should look like 

ñ[2] gcc: Command not foundò for defining a ticket 
priorityò.



Submitting a ticket via web portal

Before to start, it is essential to have 
a digital certificate installed in the browser.

https://gus.fzk.de/pages/home.php



GGUS registration

Users who do not have a valid 
digital certificate can access GGUS 
with login and password.

The usage of login and password 
is not guaranteed to be supported 
in future, so it is recommend 
accessing GGUS with a valid 
digital certificate. 

The usage of a valid digital 
certificate is guaranteed in future.



Accessing GGUS with certificate

Å When the user access to the 
GGUS web portal with a 
certificate, then an alert is 
displayed by the browser 
requesting that the user indicate 
which certificate to use 

Å The reason for this alert is that 
GGUS has to validate the user to 
provide the appropriate access. 

ïOnce this is done, the user is 
not required to provide further 
identification.



The ticket submit form /1



The ticket submit form /5

After clicking the ñSubmitò 
button the user gets a 
confirmation page showing 
the information submitted 
and the ticket ID



Browsing all tickets

Å At the bottom of the page there are two additional links for 
browsing:

Å Show my complete ticket list

Å My Team Tickets .

The system only shows the user 
tickets which have been created 
with the same authentication 
information the user is currently 
logged in. This means if a user 
submits tickets with different 
certificates he does not see
all of his tickets. The reason for 
this is that the DN string of the 
certificate is stored in each ticket. 
Showing all tickets of a user can be 
done by using the GGUS search 
engine.



Search tickets



Showing all opening tickets



Modifying tickets /1

Å For modifying a ticket the user can just click on the ticket ID. 
He is guided to another page. On this page are three main 
sections: 

ïthe Ticket information section , 

ïthe Ticket history ,

ïthe Ticket modify section .

The Ticket information section gives an overview of the personal data the 
user provided, the problem description and the ticket status



Modifying tickets /2

Å The ticket history shows all actions that have been taken to 
solve the ticket, the date and time these actions have been 
taken and the name of the supporter who did them.



Modifying tickets /3

Å In the modify section the user can add some additional 
information or comment on a question of a supporter to him. 
The user can add attachments, change the email notification 
behavior of the system and change some other attributes of his 
ticket.



Some words about TPMé

Å Ticket Processing Managers (TPM) are the most important part 
of the support system for the grid. The purpose of TPM is:

ïto close simple trouble tickets,

ïto ensure that other tickets are sent to the correct 
place for processing,

ïto react to alarms that tickets have not been 
processed,

ïto ensure that the knowledge base and Wiki pages 
are enhanced by the responses associated with 
tickets.

Å TPM teams work on a weekly rotating basis. There is always 
one team on duty and one backup team. The teams consist of 
people with a broad knowledge of the Grid.



The GGUS Supporters

Å Tickets Processing Managers (TPM)

ïGeneric grid experts

Å VO TPMs

ïFirst line supporters for VOs

Å Specialized Support

ïMiddleware, Deployment, specialized VO support

Å ROCs

ïLocal support an services

Å ENOC

ïNetwork support

Do you want to be a GGUS supported ?

ïhttps://gus.fzk.de/admin/apply4staff.php

ïproject -eu-egee -sa1 -esc@cern.ch
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The Regional Operations Centers (ROCs)

Å EGEE is divided into regions.

Å Each of them has an operations center responsible for 
the coordination of its Sites and able to grant for help 
and support both for users and for site managers.

Å You can ask for help to your ROC as also submit a ticket 
to another ROC if your problem is specific of some site in 
another region.

Å project - eu - egee - na4 - italy@cern.ch 

Å roc@lists.grid.sinica.edu.tw

Å é..



INFN Production Grid

http://grid - it.cnaf.infn.it



Asia Pacific Regional Operation Center

http://aproc.twgrid.org/index.php


