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Why Support?

+ New support groups
+ Network layer
+ Resource centers
+ CIC / GOC / etc.
+ more to come
+ New Support challenges:
+ Jobs are spread over several locations
+ New types of Job and Data access
+ Often more than one group is involved
+ Virtual Organizations
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Why Support?

+ Need to have a common platform:
+ Collect service requests
+ Exchange service requests
+ Document solutions
+ Need to document:
+ Quality feedback
+ To the VO's
+ Middleware development
+ To the Grid Operations
+ FAQ’'s
+ Build a Knowledge Base for Grid related
problems and solutions




Forschungszentrum Karlsruhe e e
in der Helmholtz-Gemeinschaft B

Concept of Global Grid User Support - GGUS

in Europe
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Objectives

+ Single point of contact and information
for Grid related questions (by now for LCG and EGEE)
e FAQ’s
e Downloads
e News and problems

+ Support entry point for 8 x HEP experiments
and other Grid user communities in EGEE

+ Operate a central trouble ticket database and system

+ Design, implementation and operation
of a knowledge base

+ Be the last resort for all support requests
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Objectives

+ Provide ready to use Helpdesk web applications for as many
Grid communities and projects as possible

+ Build a large Knowledge Base for Grid related problems

+ Try to develop tools to prevent problems before they arise
in a grid environment in cooperation with the middleware
development and the operation team

+ Work closely with GGF




Forschungszentrum Karlsruhe CERe
in der Helmholtz-Gemeinschaft E-Science in Eurobs

Support Teams within LCG & EGEE

Global Grid User Support (GGUS) Experiment Specific
Single Point of Contact User Support (ESUS)
Coordination of UserSupport VO spec. (Software) Problems

Other
Communities
(VOs), e.g. EGEE

\ == ' Torsten Antoni — LCG Operations Workshop, CERN 02-04/11/04




G

G

Forschungszentrum Karlsruhe cGee
in der Helmholtz-Gemeinschaft E-Science in Eurobs

GeUsEH

Support Workflow (LCG)

Application
problem

Middleware
problem

Operation
problem
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Process model
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Operations
Center

Regional
Support

Resource Center
Center (Support for Applications

(Processors, disks) Local Resources)

Grid server Nodes

Resource
Center

Resource

Center Structure

Resource
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EGEE Support Concept

Experiment

Central GGUS Application Specific User
GGUS Support (ESUS) HE
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Support in EGEE
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Application model

4+ SUSE Linux
+ Apache 1.3.x
+ Tomcat 4.1.x (because of Remedy)
+ MySQL 4.0.x
+ PHP 4.x
+ Remedy 5.1 Server & Middleware
- Next Release will base on Remedy 6.0
+ Remedy 5.1 C/C++ API

- Next Release will base on Remedy 6.0
+ Oracle OCI 9.x with Oracle in a cluster environment

GGUS@>}3 i
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Application model

access via web-browser

Apache webserver
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Application model

4+ Remedy directly provides Web Service Interface to
+ Create
+ Modify
+ Delete a service request
4+ Fast and reliable installation
4+ Use of standard tools for integration and development
+ High amount of know how at Forschungszentrum

GGUS®>33 -
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GGU

Current status

GGUS Team

+ 4 people at FZK

+ 4 people at ASCC

+ Teamed up with ASCC since April 2004
+ Support time from 01:00 ~ 17:00 CET
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Current status

Helpdesk application

+ Release version 1.0 is deployed and operational
+ Workflows and escalations are running

+ Application is accessible via web interface
and via windows client

+ User authentication via certificates and
userid/password are in place

+ DS, GOC/ROC and ESUS may use
a central application via the Web
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Current status

Web Portal

www.ggus.org is online since October 2003

User interface to submit, modify and track
tickets is deployed and operational

News information system in preparation

First version of FAQ system and a
documentation section is online

Monitoring and status information is available
from LCG-2 Sites and local operations (GridKa)
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Screenshots

+ GGUS-website "Home”
+ GGUS-website "Submit a Service Request”
+ Remedy web view for support staff

+ Deep PBS monitoring interface
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) GGUS - Global Grid User Support -Netscape ) 1O x|
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Home
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Current Froblems GOC LCG-2 Submission Status {via CERN RB) Latest news
Read the FAQS Status B
Contact & Feedback BHAM @ GridKa - Thursday, 2004-07-15 §:54 UTC ~
- ! Barbar12, CMS2, COF2
BLUDAPEST @ Gridka - Tuesday, 2004-05-04 07:05 UTG
CaMBRIDGE @ FPlease check data on your hamediractaries
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CHAF @ + | Select news from center |
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CECE @
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London -
EMPLCG2 @ + | Select a center j
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'LEI:I GGUS - Global Grid User Support -Netscape
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Short description grequired) |

Describe your problem:
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Experiment specific problem? (‘yes & no
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3 Grid:HelpDesK - Mozilla Firefox

File Edit Yew Go Bookmarks Tools Help
Jenines refuned - 3 enfnes matched
*Ticket-ID Hame W HEP-E xperiment Priority Status
759 Marc Lob 2004-09-25 08:59 nane urgent aszigned [ abon All Tickets ]
746 steve haylen 2004-03-10 16:54 honhe Less urgent in progress [ Show Mew Tickets |
745 Fokke Dijkstra 2004-03-1013:19 egee Less urgent in progress [ ]
Show Open Tickets
< 3 [ Show RBeopened Tickets ]
Refresh [ Show Solved Tickets ]
Login marclob _I Tikardi? 753 [ ]
Mew Search
MName tarc Lob _I Responsible Unit |CERND eploymentS uppart ll
Start Search
E-mail rmarc. lobE@scal. fhg. de _I Status assigned LI
FPhone Pricrity urgent w
HEP-E speriment hoke j Changed by Clear Fields
Problem [ Attachments | Soldtion | Internals [ Save Changes ]
Short Description
Ingtallationporblem: two scsi-cards _I Experiment specific problem [ Help ]
O ves @ Ho
. Type of Problem
Description Software Problem LI
[ Logout ]
Cear GGUS-Team, FS
on behalf of the 1T 14'd like to azk you how it iz pogzible bo uge buo scsi-cards Date/Time 0[_ problem (UTC)
within the server-baszed installation of LCG2 SE: 2004-08-23 08:53
> . L
<
/
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& GGUS - Global Grid User Support - Mozilla Firefox

File:

Edit Wew Go Bookmarks

Tools  Help

PUNN

GGUS}
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Home
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Track a Service Reguest

Current Prablems
Readthe FAGS
Contact & Feedback

| Masthead | Wehmaster |

Copyright Infarmation

- @ '_' @ ID https:/igus.fzk.de/

rent Status s Documentation

| System Owverview :

1= e

' il The current status of PBS GridKa at 2004-09-29 10:13:18 UTC+0200 :

| The overall status is: - Monitaring Gridka:

|PBS Status is: Active Held Jobs:

[Max configured Jobs are: 995 Total Jobs in Clueues are:

|Running Jobs are: 790 Gueued Jobg are:

|Exiting Jobs are: 0 Wait Jobs in Queue:
Systems Queues Overview :

Oueuename ‘:ul(::s IE::: 'Rl‘;zgzmo‘l;::::d'lﬂax CPU

alice 4 0 0 | 0 020000020000 0 | O

alicelcn 0 0 0 0 10:00:00 20:00:00 0 i}

atlasicy 0 2 2 0 48:00:00 96:00:00 0 I}

habar_mag 5} 1 1 0 120:00:0 [168:00:0 0 i}

habar_sk 280 284 244 0 168:00:0 264:00:0 | 10 i}

default aon 0 ] 0 00:20:00 01:00:00 ] 1]

e-lang | 0 . 28 149 0 548:DD:DD :QE:DD:DD . 9 1}

leg | o | o 0 0 010000 0200000 0 0

long 0 a8 1 0 100000 EEDZDDZDD a7 i}

short 0 591 5213 0 010000 02:00:00 &8 1]

0
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]
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0 ER
ER
ER
ER
ER
ER
ER
ER
ER
ER

000 e Oy Orae 0O | B

My

Torsten Antoni — LCG Operations Workshop, CERN 02-04/11/04

-
0
]



\ = Torsten Antoni — LCG Operations Workshop, CERN 02-04/11/04 - .

Forschungszentrum Karlsruhe CERE
in der Helmholtz-Gemeinschaft E-Science in Eurobs

\& GGUS - Global Grid User Support - Mozilla Firefox
File Edit View Go  Bookmarks  Tools  Help

Qi' i E} - %‘ |:| @ ([ httpsifiqus.fak.de ] [A. |
.

Ire s 7w, Documentation [y iload ]
Home JobhD Machine Userlll Memory CPU Used Elap Time State| Cueue NDS | TSK [:]
Submit a Service Reguest A89866.phs-serer? | c01-003-112 | atlasng | 812mb | 423707 424711 R e-lang 1 1
Track a Service Reguest 590073 phs-server? | c01-003-105 | atlasng | 812mb | 421022 | 42:24.37 | R e-lang 1 1
Current Prokblems 591251 .phs-server? | c01-003-104 | atlasng | 512mb | 410003 410823 R e-long 1 1
Read the FAQs 591252 phg-server? | c01-004-101 | atlasng | S12mb | 40:58:27  41:0844 R e-long 1 1
Contact & Feedback 598492 phs-setver? | c01-001-101 | Theh00d = 21:26:38 0 21:36:00 0 R e-long 1 1
A98509 phs-server? | c01-001-1058 | Thehoot -- 21:14:25 ) 212130 0 R e-lang 1 1
A88516.phs-5erver? | c01-010-104 | aliprod -- 01:12:01 | 211812 | R e-long 1 1
B03192 phs-sener? -- aliprod -- - - H e-lang 1 1
B03222.pbs-server? -- aliprod -- - - H e-long 1 1
B03404.phs-server? -- aliprod -- - - H e-long 1 1 =
BO3628.phe-server? -- aliprod -- -- -- H e-long 1 1
BO3659 pha-server? | c01-003-108 | Thehoot -- 17:29:04 1173508 | R e-long 1 1
BO3662 phs-server? | c01-002-122  Thehood -- 1718:26 | 173122 R e-long 1 1
606358 phs-server? = aliprod = = = H e-lang 1 1
BOT164 pbs-sener? -- aliprod -- - - H e-lang 1 1
B0S769.phs-server? -- aliprod -- - - H e-lang 1 1
BOEY82.phs-server? -- aliprod -- - - H e-long 1 1
BOET83.phe-zerver? -- aliprod -- -- -- H e-long 1 1
608824 pha-server? | c01-005-117 | Thehood -- 133627 134531 R e-long 1 1
. BOEEB8A phs-server? | c01-005-108 | Thehoot -- 132817 134260 0 R e-lang 1 1 W |
ILCG B089148.phs-5erver? | c01-002-127 | Thehoot -- 13:23:58 [ 133224 | R e-long 1 1
= B08997 pbs-server? | c01-001-105 | [hchOO1 -- 09:39:48 094207 | R e-lang 1 1
| Masthead | Webmastar | B03992.phs-server? | c01-001-110 | Thcha0t - 092921 033105 | R e-long 1 1
@ Copytight Infarrmation 609101 . phs-server? | c01-001-103 | Thchaot = 052716 052845 R e-lang 1 1 M

-
0
]
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@ GGLS - Global Grid User Support - Mozilla Firefox

RE x|

File Edit  ‘iew Go

Bookmarks

Tools  Help

<§| - [_L:: - g I:I @ [ ] https:/iqus.fzk.de/

Home

Submit a Service Regquest
Track a Service Reguest
Current Problems

Read the FAQs
Contact & Feedback

:LCG

| Masthead | Wehmaster |
@ Copyright Information

GGUS

Johb Id:

o

é;% tonitaring

%, Documentation
603404 . ph=s-servers
Job_Nawe = AliEn-435402
Job_Ouner = aliprod@l01-001-114.gridka.de
job_state = H
gueue = e-long
server = phs—-serwver
Checkpoint = u
ctime = Tue Sep 28 16:06:52 2004
Error Path = alice:/grid/fzk.de/alice/aliceS/AliEn/logs/AliEn-439402.err
Hold Types = s
Join Path = n
Feep Files = n
Hail Points = a
wtime = Tue Sep 25 16:15:23 2004
Output Path = alice:/grid/fzk.de/alice/aliceS5/L11iEn/logs/A1iEn-435402
Prioricy = 0O
gtime = Tue Sep 28 16:06:52 Z004
Ferunable = True
Resource_List.cput = 45:00:00
Resource_List.help run = 1

Resource_List.long & = 1
Resource_List.nepus = 1
Resource List.nodect = 1

Resource_List.peput = 48:00:00

Resource_List.twp = lumb

Resource_List.walltime = 596:00:00

Variable List = PBS O HOME=/grid/fzk.de/howe/aliprod, PBS_ O LANG=en US,
PBES_O_LOGNAME=aliprod,
PES 0 PATH=/grid/fzk.de/home/aliprod/.alien/software/Installation/alie
nikbin: fgrid/fzk.des/software/alice/bin: fopt/globus/bin: fopt/globuss/shin:
Jfusr/ local/bin:/bin:fusr/bin: fusr/E11R6/bin: fusr/ local/bin: fusr,/ local/ £

My
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Outlook

+ Updated Helpdesk application (based on Remedy release 6.0)
+ Enhancements based on user and support feedback
+ Provide a simple interface for other helpdesk systems (short term)
+ Update Apache & PHP
Develop a web-services interface to other helpdesk applications
Implement the knowledge base
Start providing support for EGEE community

Search for an third partner in the US
to achieve the goal of 24h support 2> Currently under way

+ Work more closely with the GGF support working group

oo+
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Access to GGUS

GGUS web portal: http://www.ggus.org

Email: support@ggus.org
Phone FZK: +49 7247 828383

Support time:
- ASCC: Mon. to Fri. 0:00 to 08:00 UTC

(local time: 8 am to 4 pm)
- FZK: Mon. to Fri. 7:00 to 15:00 UTC

(local time: 9 am to 5 pm)
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