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> The trouble ticketing system is based on OneOrZero Helpdesk tool
(www.oneorzero.com), coded in PHP, using MySQL, customizable, free

> Access allowed to registered members approved by administrators:
- End-users: they create the tickets describing problems or suggestions
- Supporters: fix the problems, or redirect somewhere else

- Site Managers: act as supporters for a given RC, and exchange tickets with
Operatives for operational issues

- Operatives: people of ROC/CIC Central Management Team and Release &
Deployment Team, exchange tickets with Site Managers and Supporters
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Statistics after 1 year of operations
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Support up to now on best effort basis, supporters answer in their
working hours (8x5), if not busy with meetings, conferences, efc...

At a rate of ~10 tickets a week it is enough, better human
resources management required in future with the grow of the grid

We are happy with our system, and would like to receive a ticket
even for support requests from GGUS or other ROCs/CICs

We also would like to forward tickets to GGUS, CDS, other
ROCs/CICs support systems when needed, i.e.:

middleware issues

grid services managed by other ROCs/CICs

problems in RCs of other ROCs

We do not want to have an account on every other system or look at
overloaded mailing lists
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» ROC Managers approved the User Support Task Force outcome:

to use the local Helpdesk Systems in conjunction with a central
integration platform at GGUS

Resource
Centers (RC)

Local User DRE?,;;?;;S Deployment
Support Application Cerﬁﬁar (ROC) Support (DS)

Experiment
Central GGUS Application Specific User
Support (ESUS)
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»First Pilot Interface between INFN Helpdesk System and GGUS
ready by the end of this week

»Based on Web Services at 66US side, several advantages:
- sample code available for PHP / Perl and other computing languages
- very fast: 600-1000 service requests/sec on the GGUS Servers
- easy to adapt

»Based on e-mail at INFN side (importing tool)
»XML or Text exchange format

> The main issue is the Ticket Fields Mapping between the two
systems

02/11/2004 Marco Verlato (INFN-Padova) 14



SClaG

Enabling Grids for

E-science in Europe

Interfacing with GGUS (3/3)

INFN

‘GRID

GGUS Field Type IMFM Figld Type Motes
E“t—id@? int( 7} ext_id int( 7} WARNING! This field is miss-
ing at GGUS and INFN. To k o ld
Tocal.id ini(7) localid mi(7) | WARNING! This field is miss- icket fle S map
ing at GGUS and INFN.
Name Char(&0) user varchar(255) | OK; check size
Login Char( 128) ? ? WARNING! This field should . . . . e
not be compulsory. An external °M|SS|n9 fleldS |den1'|f|ed
user does not necessarily have an
S e e and added to INFN system
Email Char( &) email varchar(255) | OK: check size
Fhone Char(50) phone varchar(48) | OK .. .
Experiment Char(15) | MISSING : WARNING! Needs to be cre- ‘Same qc'|'|v|1'y going on for
ated
Short Desc. Char{ 128) short varchar(255) | OK: check size OTher' ROCS TO Speed Up
Description Diary description text OK; check type . .
Problem Type | Char(50) category | varchar(48) | WARNING! Values need to be InTerfGClng process
agreed upon
Date And Time Date_Time | create_date int(60) WARNING!  Different  type. ,
— Convesich sk o *G6GUS doesn't need to know
Exp. Specifie | Char(l) MISSING - NG! Needs to be cre-
ated about local ROC support
ttachment Blaobi) attachment longblob | WARNING! This field is in ta- .
o intfernal structure
Short Sol. Char(254) | MISSING - WARNING! Duplicate
Sclution field here
Solution Char(4000) | update _log text WARNING! Verify if INFN is
the right one
Diary Of Steps Diary MISSING - NOT USED
Internal Diary Diary MISSING - NOT USED
02/11/2004 Marco Verlato (INFN-Padova) 15



. : /ﬁ)
(n?’ibmqgg CO"CIUS'O"S &’gm

E-science in Europe

»INFN-GRID Support System Infrastructure in place since 1 year,
more than 500 support requests handled

» Front End for both Users and ROC/CIC Operation managers
»>Pilot Interface to Central G6GUS System almost completed

»Interfaces between GGUS and other ROC Systems will follow soon
(straightforward for SWE System based on OneOrZero too)

»GGUS interface with ROCs is not enough, we need also an interface
with CDS, GOC, Experiments (mostly using Savannah tool)

» The final goal is having all above various support components within
EGEE interfaced with each other
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