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• Since January 2010 it is possible to open a GGUS 

ticket on behalf of a 3rd party and getting out of the 

loop (dev. item 

https://savannah.cern.ch/support/?111183 ).  

• This was done in the hope of getting all existing 

expertise in web pages accessible by the Grid 

Authorised users instead of email threads.  

• Nevertheless, the LCG-ROLLOUT remains very 

busy, so, maybe a reminder is in order. 

 

 

 

 

 

 

 

 

 

So many enhancements,  

why not to use GGUS? 

Dimou M. 
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– GGUS offers the TEAM and ALARM ticket functionality 

which allows co-ownership of tickets, across experiment 

shifts and automatic registration of authorised TEAMers 

and ALARMers from the experiment authorities into GGUS 

via VOMS. 

– ALARM tickets, in particular, automatically send SMS 

messages to experts on call day and night. Operators call 

the relevant service piquet also 24/7. 

– The T0 services and all T1s are present at the daily WLCG 

Operations’ meeting for close ticket follow-up. 

– ‘GGUS issues’ i.e. tickets not getting prompt support are 

collected and discussed every Thursday. 

      … and more 

 

 

 

 

 

 

 

Why it is better to have a ticket 

Dimou M. 
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• If the issue is not CERN only but requires advice by other sites 

or developers (e.g. MyProxy bug), GGUS allows contribution of 

all supporters world-wide. 

• Middleware-related GGUS tickets guarantee the provision 

provision according to the SLA signed between EGI and EMI.  

• One can reference a GGUS URI from any document. 

• GGUS ALARM tickets’ drills are prepared for every WLCG MB. 

Any problems in the workflow or the quality of support are 

identified and followed-up, as appropriate. 

• GGUS total figures for the LHC experiment VOs are 

maintained up-to-date on: 

https://twiki.cern.ch/twiki/pub/LCG/WLCGOperationsMeetings/

ggus-tickets.xls 

 

 

 

 

 

 

 

 

 

 

… and more 

Dimou M. 
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WLCG GGUS Totals weekly 

Dimou M. 
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As of the 2011/09/28 GGUS Release 'Type of Problem‘ 

(ToP) values: 

• Databases 

• File Access 

• File Transfer 

• Local Batch System 

• Middleware 

• Monitoring 

• Network problem 

• Storage Systems 

 

 

 

 

 

 

 

New field now available on TEAM 

and ALARM ticket submit form 

Dimou M. 
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Why these values? 

This is a subset of ToP values that user tickets offer.  

The same exact strings were kept for these values so that: 

• Searches can give all tickets created before and after 

this release.  

• USER, TEAM or ALARM tickets can be grouped 

together in statistics. 

• Interfaces with other ticketing systems don’t break (for 

those which map this field). 

• Other VOs using TEAM (BIOMED) or ALARM tickets 

see values common to all. 

Dimou M. 
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Chronologically: 

1. CHEP 2010 GGUS statistics showed that LHC VOs use mostly 

TEAM & ALARM tickets where a ToP field didn’t exist, so no 

conclusions per service could be drawn.  

2. Dec. 2010: 1st T1SCM (indico confId=116629) presentation 

(slide 5) 

3. June 2011: 2nd T1SCM (indico confId=143633) presentation 

(slides) 

4. Values’ proposal 

https://twiki.cern.ch/twiki/bin/view/LCG/WLCGCriticalServices#

GGUS_Type_of_Problem_field 

5. The development ticket: 

https://savannah.cern.ch/support/?117206 

6. The publicity: https://ggus.eu/pages/didyouknow.php#2011-09-

28 

 

 

 

 

 

 

 

 

 

ToP decision process and documents 

Dimou M. 
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1. EGI metrics: 

https://twiki.cern.ch/twiki/bin/view/LCG/VoUserSupport#EGI_

SA3_Metrics 

2. GGUS tickets for LHC experiment VOs per week: 

https://ggus.eu/pages/metrics/download_escalation_reports_

wlcg.php 

3. Did you know?: https://ggus.eu/pages/didyouknow.php 

4. Workflow for the T0 (prepared for CMS, applicable to all LHC 

experiment VOs): 

https://twiki.cern.ch/twiki/pub/LCG/VoUserSupport/IT-CMS-

Tickets-20110907.pdf 

5. Tailored columns of search results: 

https://ggus.eu/ws/ticket_search.php 

 

 

 

 

 

 

 

 

 

More useful stuff not to pass unnoticed 

Dimou M. 
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GGUS search screenshot 

Dimou M. 
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Upcoming workshop 26-27/10 

on GGUS reporting at KIT 

So far WLCG uses: 

• Weekly escalation reports with total number 

of tickets per VO (USER, TEAM, ALARM). 

• Quarterly metrics’ reports for EGI on 

“meantime to resolution” for true ALARM 

tickets per VO. 

• In the pipeline: quarterly metrics’ reports on 

“meantime to resolution” per T0/T1 site. 

• More requirements? Please open a GGUS 

ticket a.s.a.p. 

Dimou M. 
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Thanks and last concerns 

• About 23 new features are put in operation with every monthly 

GGUS release. All requests are carefully evaluated. 

• This is possible due to the valuable work of GGUS developers 

and the excellent collaboration with WLCG Experiment 

Support. 

• The projects, ticketing systems and  sites/ROCs/NGIs 

interfacing to GGUS are Many and increasing. 

• The development of a fail-safe system from the web interface 

(pending) to the backend database (done) is very important. 

Progress follow-up via ticket: 

https://savannah.cern.ch/support/?113831 

 

»Thank You!  

Dimou M. 

https://savannah.cern.ch/support/?113831

