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Introduction EUASIaGrid

A User guide usually tell you much and the FAQ or
troubleshooting
I http://glite.web.cern.ch/qglite/documentation/

I Section contains very useful information

A Unfortunately, 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 ? EUASIaGrid

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

@JS% The Global Grid User Support (GGUS) portal
. /




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

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

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

C
I Sendane -mailto helpdesk@qgqus.org ; ‘
i Use the GGUS web interface to create the ticket. &US%

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

I The groups are generally addressed via mailing lists

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


mailto:helpdesk@ggus.org

Some words abo ¢ iaGrid.

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

I Besides the GGUS production system a backup
system is in place.

A They can be contacted by email to support@ggus.org  Usual
of fice hours for GGUS staffs are
(UTO).



mailto:support@ggus.org

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

A The e -mail is converted into a ticket and processed.

A The information provided in the email should be as detailed as
possible. Helpful information could be :

The name of the site concerned ,

The VO concerned and whether it is a VO specific
problem,

The error message received,
The command used
Software versions (OS, Middleware etc.).

A 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.

EV
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EUASIaGrid

How to set the priority of a ticket

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

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

I 1 stands for priority Nl es s ur (gefanltpoority of
tickets.

I 2 stands for priority
I 3 stands for priority
I 4 stands for priority

N

ur gento
very ur,gento
top pri.orityo

o0 N

A E.g.: The subject should look like

A[2] gcc: Command not foundo for
priorityo.
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EUVAsiaGrid

FAQWiki - Documentation - Training -

Welcome to Global Grid User Support

Tickets @ GGUS

» [nformation on your GGLUS account
» Submit & new ticket via browser
» Submit & new ticket via email

Logon to GGUS

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

Home - Submit ticket - Registratio

L atest news

Mewys from Gridka 2009-03-03 0756 UTC
» SRM service at Gridka not availat

Mewys from GEUS 2009-02-15 0724 UTC
# Mew release of the GGUS portal ©

F Recently created FAQS (last modi
» Mews at CIC-Portal

GGUS development plans

» Description of development procet
» Submit a request for a new feature
» Browse current open features
» Plans for upcoming releases
» Ongoing worklist & Release Motes

GGUS Search

Grid Web Saarch I

» Docurmentation
» GEUS-FAD - Wik nanes



B3GUS Registration

GGUS registration EUASIaGrid

Users who do not have & walid digital certificate can access GGUS with username and password.

We do not guarantee that user name and password will be supported in the future, so we recommend accessing GGUS with a valid digital certif
WWe guarantee the use of a valid digital cerificate.

Cnce you have a valid digital certificate you do not have to sign in to GGUS anymore.

Here you can find sorme useful links that will help you to get a cedificate and to know how to use it

» GRID's Certification Authorities
» Browsers and grid-cernts

If you wish to apply for a username and password, please fill out the following form and you will get a GGUS username by return mail to the spe

Get your GGUS account

*Requested Username:
First Mame:

*Last Marne:

*DN-String of your certificate™ =

*E-Mail:

Fhone:

Home Institute:
Yirtual Organisation:
Mative language

Comrments:

* Required fields
* Check your » Certificate

please select

** This will allow you to have a complete list of your tickets on the GGUS home page

submit |

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.



A 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

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

T Once this is done, the user is
not required to provide further
Identification.

k Showe all open tickets
k Shov open EMOC tickets

EV
Welcome to Global Grid User Support
Tickets @ GGUS
B Shoee my complete ticket list (openiclozedizubzcribed)
b Wy Tearn Tickets
v zearch ticket database
Latest open tickets
IC: Wi Info
v 47155 atlas Meed more disk space for ATLASMCDISK in GRIF-LAL
¥ 47164 Ihck Wiz outage since kast mega-patch applied
¥ 47163 N glite 3.1 1042 = Production: (26-Mar-09)
p 4762 Ihch Directory not writable
w 47151 NOne SR2 failure on pamelzse0l nainfr (MFAN-MAPOL ...
© w4759 hch CERM SRM averloaded ¥
¥ 47157 Ihch File not accessible
¥ 47156 atlas RAL-LCG2 storage_internal_error- srm;getUserFile: ...
p 47154 MNONE CE problemis) detected for vecce veco eu-india ..
v 47157 atlas UKI-MORTHGRID-LIY-HER transfer to T1 failing
w 47152 |hch Al pilats aborted at pearl amu . edu pl PEARL-ARU
¥ 47151 Ihch Most pilats with pilots role aborted at gridit-ce-...
¥ 47150 Ihch Jobs failed at cengcc.acad by BGO3-NGCC
p 47140 Iheh Jobs failed at IMFN-CRAF-LHCE
B 47144 N After adding downtime to GOCDE the broadcast e-mai...
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The ticket submit form /1 EUAsiaGrid

Submit ticket

User information

Marme / Login Meyer Max / testuser E-Mail |hdres@web.de

Matification mode ?  an every change © on solution Clto ? |

Problem information

Diate / Time of Problerm |2|:||:|9 jl 04 jl ne j; ||:|5 jl 47 j uTe:

Motify SITE | | Assigned ta ROC | =
Concerned %0 | | Y0 specific C yes @ no

Does it affect the whole CemE CROC CWO o % dont knowdnone of those

Short description {required)

providing the information
listed here ?

Cormmand used

Errar message you obtain

|
Describe your problem |
|
|
|

05, Middleware
Application version

Type of problem | please select | Friority | less urgent |
Lipload attachment | Browse... ||:n|:| exefphphtmil) files please)

Submit |



The ticket submit form /5

After clicking the ASub mi
button the user gets a
confirmation page showing

the information submitted

and the ticket ID

Submit ticket

t (‘)Userinfurmatiun
Marre  Login
Muotification mode 2

Problem information

Diate / Time of Problem
Motify SITE

Concerned %0

Does it affect the whale

Short description (required)

Describe your problem
providing the information
listed here ?

Command used
Errar message you obtain

05, Middleware
Application version

Type of problem

Upload attachment

-

EVAsIaGrid
Meyer Max / testuser E-hail |hdres@web.de
C an every change © on solution CCto ? |
[2009 =|{04 =]{02 =]/ [10 |55 =] uTC
[ ustralisUNIMELBLCG2 =] Assigned to ROC | =
Iauge[ d Y10 SpECiﬂC O yes ¥ no
CsmE CROC w0 @ dont knowinone of those
|tesﬂic:ket
this is a test ticket.
Ivums-admin —hostwoms.cem.ch
|SSL_CTX_use_PrivateKey_file Efrar
|Scientific Linu 4
| Other - Priority | less urgent |

I Browse... |[nn exe/phpftmil) files please)

(GGUS-Ticket 39837 has heen cr@

back to startpage



Browsing all tickets EUASIaGrid

A At the bottom of the page there are two additional links for
bI’OWSingZ Welcome to Global Grid User Support

Tickets @& GGUS

A Show my complete ticket list

v Infarmation on your GGUS account

- » Subrmit & news ticket via browser
A My Team TICketS . * Submit a news ticket via email
* Showy my complete ticket list (opensc dizubzcribed)
FIvly Team Tickets
U The system only shows the user » Search ticket database
tickets which have been created Latost opon tickete
Wlth the same aUthentlcatlon IE) 47165 ;[l:;s :Ed maore disk space for ATLASMCDISK in GRIF-LAL
information the user is currently v 47164 ok WWMS outage since last mega-patch applisd
. . . ¥ 47157 NiE glite 3.1 U42 = Production: (26-Mar-09)
logged in. This means if a user s irin hob Directory not writable
1 H H H FA7161  NOne SEMy2 failure on pamelazed! nainfn.t (INFR-MAPCL . .
sub_mﬂs tickets with different S ol
certificates he does not see b 47157 Ihch File not accessible
. . k47155  atlas RAL-LCG?2 storage_irternal_error- srm:: getUserFile: ..
a” Of h|S t|CketS The reason for » 47154  None CE problemis] detected for veccel vecc.eu-indiar...
H H H A7155  atlas UKI-MORTHGRID-LINY-HEP transfer to T1 failing
thIS IS thatthe DN Strlng Of the : 47152 hch Al pilots aborted &t pearlamu.edu pl PEARL-2AMU
certificate is stored in each ticket. w7151 ek Most pilots with pilots role sborted ot gridit-ce-..
. . ¥ 47150  Ihch Jobs failed at cengoc.acad. by BGO3-NGCC
Showing all tickets of a user can be v i7ia4s hoh Jolos failed st INFN-CNAF-LHCE
done by US|ng the GG US SeaI’Ch FA7144 nfa After adding downtime to GOCDB the broadcast e-mai...
eng | ne. b Showy all open tickets

* Showy open EMOC tickets



Search tickets EUASIaGrid

GGUS ticket search engine

Ticket 1D |

Support Unit; [al | Status: | al | Order tickets by | date of creation |
Wi | al | FPriority: [ al | descending ]
Usar I Type of problem: [ 4l ~|

keyword: |

& T laztweek, -
Involved supporter: | Timeframe ! =l G
ACIER e | © Al tickets from [15 =] | March =] | 2007 =]
. _ to 16 = | [March =1 [2007 - neswy search with defaull values

Special attributes | none -] 16 &= | =l =l

(TPMENOCAMRT
139 Ticket= found

Ticket-IDv  Virt. Crg. Fesp. Unit Status Date Infa

19697  none TEM nesy 2007-03-15 AESOEHYSigues. .

19696 atlas TPM ey 2007-03-14 Accourt publizhing fails

19695 [gle: ] TP MEyy 2007-03-14 Disk Storage Full st GRIDHA

19691 dteam TP newy 2007-03-14 glite-job-status --- Submitted. .. Unakble to copy ...

19655 Cn= TP neswy 2007-03-14 Long waiting titme for CMS jobs zent with the logad...

19657 ¥ DFh azsicned 2007-03-14 dom-modifyoool --help causes seamentation wviolatio...



Showing all opening tickets EU

GGUS tickets

All open tickets in GGUS database

(]

B D953
* 395350
B 39529
* 30525
B 39T
» 59526
B 39E2D
b SE524
B 39ELG
L cte Sy
B 39520
B 59516
B 39515
L cte oy )
* 39511
B 539509
» 39504
k539500

= 2OTO0

Wirt 2y

none
compchem
geantd
none
none
none
none
compchem
#tlas
none
none
none
none
none
none
none
none

narne
atlas

Status

My

ey

My

ey

My

My

My
azzsigned

in progress
ey

My
azzsigned
aszsigned
azzsigned
ey

in progress
ey

ey

ascirmand

Date

2009-04-01
2009-04-01
2009-04-01
2009-04-01
2009-04-01
2009-04-01
2009-04-01
2009-04-01
2009-03-31
2009-03-30
2009-03-30
2009-03-25
2009-03-25
2009-03-23
2009-03-23
2009-03-23
2009-03-18
2009-03-17

anng N2 47T

Info

test ticket

Test 4

Test 3

ail delivery failed: returning message to sender
fail delivery failed: returning message to sender
ail delivery failed: returning message to sender
Test 2

Test attach

interface test

PN Open Science Grid: atlas production jobs failing 100% at AGLT2 (OS5
P Open Science Grid: atlas production jobs failing 100% at AGLT2 (OS5

test 2 from IT

test 1 from T

test cmt

test cmt

Mewy ticket to ggus

Testmail an DGLUS

RE: ROC_DECH-Ticket-ID; #3622 - Test ticket

Nlaem ticlat taot



Modifying tickets /1 EU

o

A 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:

I the Ticket information section
I the Ticket history ,
I the Ticket modify section

GEUS Ticket-10D: 35296

Information Ticket-1D: 35296

Submitter: Grein, Guenter (Guenter.Greini@iwr.fzk.de) Diate of problem:  2008-07-07 1220 UTC origin support group: Gls
Lagin: IO =ZermanGrid/iOU=F ZK/ZHM=CGuenter Grein Type of prablem: Other FReszpaonsible Unit: ROz _DECH
E-hdsil: Suenter Greingdive . fzk.de Priority: top priority Ticket Type: ALARM
irtual Organisation: atlas WO specitic: Mo Status: assigned
Uzer notification: on solution Affected Wi atlas
Affected Site: DE-HIT
Description: TEST

Dietailed description:
This iz a test ticket. Please ignore il

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



Modifying tickets /2 EU

A 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.

History Ticket-1D: 39524

Last modifier Date

hever hax 20051110
Helmut Dres 2008-12-02
Helmut Dres 2005-12-02
Helmut Dres 2005-12-02
Guenter Grein 2009-04-01

Time (UTC)

1340

1306
13:06
1307

10:47

Action taken/comments

azzigned (ROC_DECH)

Changed affected site to; DE-KIT

Changed concerned YO to: atlas

Sent TEAM notification mail to mail address guenter greini@ivwe fzk.de

Changed affected site to; ES-FIC
azzigned (ROC_=wy)
in progress (ROC_SWn

Public Diary:
Pleaze provide mare information



Modifying tickets /3

A 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 Modify TicketID: 19104
Type of problem:

| GGUS =]

Change priority:
| lezs urgent ;I

Add a comment (goes in history)

VO specific?
yes © no @

E-Mail notification:
& solution © every change

Wyant to upload attachment? |

Sawve modification and sulbbmit |

Browse. .. I

EV

o




Some words ab E()351a6rid

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

I to close simple trouble tickets,

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

I to react to alarms that tickets have not been
processed,

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

A 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.



3

The GGUS Supporters

A Tickets Processing Managers (TPM)
I Generic grid experts

A VO TPMs
I First line supporters for VOs

A Specialized Support

I Middleware, Deployment, specialized VO support
A ROCs

I Local support an services
A ENOC

I Network support

Do you want to be a GGUS supported ?

I https://qus.fzk.de/admin/apply4staff.php
| project -eu-egee-sal-esc@cern.ch

EVASI *Crid';
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mailto:project-eu-egee-sa1-esc@cern.ch
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The Regional Operations Centers (ROCs)

A EGEE is divided into regions.

A 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.

A 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.

A project -eu-egee -na4 -italy@cern.ch [l B
A roc@lists.grid.sinica.edu.tw =
A é.

EV

o




http://grid
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INFN
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Access to the grid

» Enable your Ul [upd]

b Get your certificate
}» Register to s VO

b Use the grid

}» Applications

» VO Creation [new]
Manage your site
} Installstion

» Upgrade

b Releases

b Test & cert

» Quattor Lists [upd!]
» More doc
Grid Operation

} GOC Dstabase

b Gstat

b SAM Admin

b SAM test result

b GridMap

b CIC Portal

Grid Monitoring

b Grid services

b GStat

} GridICE

» LHC Experiment
Dashboard

Grid Accounting
» HLRmon

Support

b Itslisn Ticketing System

» GGUS
b Knowledge bsse
} Broadcast Advice

» EGEE SA1 Italy
» EGEE SA1 Europe

EUAsiaGrid

- It.cnaf.infn.it

GILDA

[Diszemination]

FORGE

[Development]

INFN-GRID

[Project Site]

GENIUS+GILDA Demo

[Demonstrator]

GENIUS

{Gnid Web Portal]

Agenda

[Froject'’s Agends]

>

Welcome to the INFN and Grid.it Production Grid for Scientific Applications!

This is the official web site of the INFN and Grid.it Production Grid.

INFN-MILANO

INFN-TRIESTE

INAF-TRIESTE INFN-GRID is a research project which features solutions, innovative methodologies and technologies for the implementation and

INFN-PACOVA INFI-LEGHARD widespread use of large-scale grid platforms. We partecipate to several national and international research projects on Grid Computing.

INFN-FERRARA

ooy RO The national Grid.it project span from high performance networks to middleware services and programming environments. Important

INFN-T1 institutes and universities from different areas (Earth Observation, Geophysic, Astronomy, Biology, Genomics, Computational

INFN-GENOVA chemistry) are also involved.
INFN-PISA INFN-PERUG 14
SNS-PISA UNI-PERUGIA
INFN-FIRENZE wewsatl  We're coordinating our objectives with the strategies of the European Community to build the Next Generation Grid.

INFN-ROMA 1-2-3

FN-LECCE - L - 3 3
smarisece Our efforts are evaluated in terms of our capability to solve real and critical problems in the medium/long term term. The best standards|:

in ICT (OOP, XML, Web senices, Globus) are employed as the technological building blocks over which new technologies are
researched and developed.

INFN-FRASCATI

ENEA-INFO

ESA-ESRIN
INFN-NAPOLI
SPACHNAPOL|

Read how real users are running their applications on the Grid (Applications area)

SPACI-COSENZA

INFN-CAGLIAR|

INFN-CATAN I
INFN-LNS

Latest news

+13-11-06 09:00
+ SC06: INFN-GRID
+ SuperComputing 2006 [more.. |

I : 07-06-06 09:00

' Released INFN-GRID 3.0.0
Release 3.0.0 is now available... [more...

''A=r Al AA AN AN
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EVASI \Grid

Asia Pacific Regional Operation Center

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



