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Users' perspective

nabling Grids
for E-stianc

Home - Submit ticket - Support staff
Welcome to Global Grid User Support

Tickets @ GGUS Latest news

» Subrmnit & news ticket via browser
e Subrmit a new ticket via email

Mo latest news at the morment.
» see also news at ClC-Portal

Tickets from Guenter Grein (access via certificate)

[} Status Date Into Monitoring Infos
® 13370 in progress 2006-09-27 TEST!
» CIC-Portal
.  SOC Downtime Report
Latest open tickets of all users » GOC Grid Monitoring
(o] Wi Date Info » Grid-ICE
k13535371 none  2008-09-27 MREM REMATER hasz a netwaork incident loca. . v Jobstatus Sridl<a

k15370 none  2006-09-27  TEST!

k55360 Ihch  2006-09-2Y  Unable to contact any Metwaork Server err...

BOIEEET  atlas  2008-09-27  Failing to store output at IFIC s . GGUS Search
55365 Ihch  2006-09-2Y Mo space left on device Errar from rb-fZ. ..

k1335364 none  2005-09-27 GEAMTZ has a network incident located i.. R N g omam ol o h

P G362 lhoh 2006-09-26  GRIDKA SRM Faiures olaLs Semeoh 4IEE”'3
k15561 dieam 2006-09-26  problem wwith voms-proxy-init --voms dtea...

k15560 pone  20068-09-27 RWREM JAMET has a network maintenance loc... » GELUS-N nwledge-Eﬂase ILE

155359 none  2006-09-26  missing new line (PPS-LIPY .
» 13355 none 2006-09-26  Operating Svstem nat known, (PrecR-01 -Ua. . » Documentation

13357 none 2006-09-26  publizhed info inconsistency (PPS-ESRIN] » GEUS-FAL - Wiki pages
k5556 none  2006-09-26  CPU count is 0 (ru-Moscow-GCRAS-LCG2)

k13355 pone  2006-09-26 Mumber of gqueued jobs far to high. (Bel3 ...

P 13354 pone  2006-10-03  NREN HEAMET has a netwark maintenance lo... GGUS development plans

» Description of development procedures
) » ESC Shopping list

» Search tickets » GBUS waorklist (EGEE-Docs)

» Ongoing worklist & Release Motes

» Show all open tickets
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Cy Ticket submission |

Enabling Grids for E-sciencE

FAQWiki - Documentation - Training - Contact - Masthead

Hmn Support staff

Latest news

» Subrmit a new ticket via browser

. . . ) Mo latest news at the moment.
» Subimit a new ticket via email

e e also news at ClC-Partal

rein {access via certificate)



Ticket submission Il

FAGQMWiki - Documentation - Training - Contact - Masthead

Home - Submit ticket - Support staff

Submit ticket

User information
Marme: Guenter Grein E-kail: |

CC to: | Wirtual | please select ;I
Cirganisation:

Ticket information

Date f Time of Problem: IEDDE ;I_I 09 ;I_I a7 ;I ; IDB ;II 4n ;I T local time and UTC information
ohort description (required) |

Describe yvour problem:

Type of problem: | please select | Friarity: | less urgent |
W0 specific problem?  yes ™ no Motification on & solution ¢ every change
Upload attachment: I Durchsuchen... ||:n|:| exalphpihtmil) files please]

Subamit |
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Sl Ticket submission Il

Enabling Grids for E-sciencE

* Ticket submission via email

— VO-user-support@agqus.org
= Example: alice-user-support@ggus.org

— helpdesk@aqqus.org

— Choosing priority by adding [1], [2], [3] or [4] to subject line
= [1] = less urgent
= [2] = urgent
= [3] = very urgent
= [4] = top priority



G

Ticket monitoring

Enabling Grids for E-sciencE

Welcome to Gloebal Grid User Support

Tickets @ GGUS

e Submit & new ticket via browser
» Submit a new ticket wia email

Tickets from Guenter Grein {(access via certificate)

Latest open tickets of all users

IC

k1353357
133570
k13369
k133567
* 13365
* 133564
k33562
k1353561
* 13360
* 13353359
* 13355
k3357
k13355
k13355
k13533554

W

none
noneg
| gTuda]

atlas
lhck

none
lhchk

cteam
none
none
none
none
noneg
noneg
none

Status

in progrezszs

Date

20065-09-27
2006-09-27
2006-09-27
20065-09-27
20065-09-27
20065-09-27
2006-09-26
2006-09-26
2006-09-27
20065-09-26
20065-09-26
2006-09-26
2006-09-26
2006-09-26
2006-10-03

» =how all open tickets

» Search tickets

EGEE-II INFSO-RI-031688

Date Info
2006-09-27 TE=T!
Info
MRRER REMATER hazs a network incidert loca...
TE=T!

Unable to contact any Metwork Server err ...
Failing to store output &t IFIC' = |

Mo space left on device Error from rb-fz ...
SELRMTZ has a network incident located ...
GRIDH A SRM Failure=

problem with voms-proxy-init --voms dtea. ..
MEERM JAMNET has a netwvwork mairtenance loc ..
missing newy lime (PPS-LIP)

Operating System not knowen, (PreGR-01-La. .
publizhed info inconsistency (PPS-ESREIN)

CPU count iz 0 (ru-Moscow-GCRAS-LCGE2)
Mumber of gqueued jobs far to high. (Bels ...
MREER HEARMET has a netvwork maintenance lo. .
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Ticket iInformation

Enabling Grids for E-sciencE

Information Ticket-1D: 13370

Submitter: Guenter Grein Date of problem:; 2006-09-27 03550 UTC | Origin support group; GGUS
Login: JO=GermanGridiDU=F ZK/C=CGuerter Grein | Type of problem: Other Responsible Lnit: GlabalGridlserSupport
E-Mil: guenter greini@iver fzk.de Priority: less urgent Status: in progress
Wirtual Organisation: none WO specific: Mo
U=er notification: on =olution
Description: TEST!

Thiz iz just a demo ticket

Colars in histary:
- assignments to person - involved persons - saolution.

[Top] [History] [Modify ticket]

History Ticket-1D: 13370

Date of change / Last modifier Action taken
2006-09-27 05:51 UTC newy [TPR)
Guenter Grein Changed %O to: none

Changed type of problem:; Cther

2008-09-27 0252 UTC azzigned (GlobalGridUserSupport)
Guenter Grein

2006-09-27 05:53 UTC in progress (GlobalGridUserSupport])
Guenter Grein
Working on it.
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C Ticket updating |

Enabling Grids for E-sciencE

Modify Ticket-ID: 13370

Type of problem: VO specific?

| Dther =1 yes T no &

Change priority: E-Mail notification:

| less urgent 1 * solution © every change

Add a comment (goes in history)
YWorking on it.

Want to upload attachment® | Durchsuchen...

sawve modification and submit I
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CJC Ticket updating Il

Enabling Grids for E-sciencE

* Replying to email received from support@gqus.org

— without changing subject line!!!



ce

nabling Grids
for E-scianc

Home - Submit ticket - Support staff - Logout
Support Staff

Welcome to GGUS HelpDesk System

» Enter the Support-Webinterface

Useful Links for Supporters

» Tutorial for GGUS-HelpDesk System » Official TP schedule
¥ Download GGLUS training material v Seneral support TR information
» Executive Support Committee (ESC) internal pages » Info about "Respaonsible Units" connected to GGLUS

» DWW - ongoing waorklist

Useful Links for Admins

v ZIC Follow Up FAD P SOC Manitoring overyiew

» CIC Portal » Gridika PES-Status

» EGEE Support processes and workflows » HEP-%0 Managers

» Federations and contacts r ltalian Grid Knowledge Base
¥ SIS Monitor at ASCC » RGMA Tools £ Monitoring

P SOC Accounting Services v Site functional tests

» GOC DB

EGEE broadcast (provided by CIC partal cic.inZp3.fr)

Flease follow this link to get redirected to the latest version of the EGEE broadcast toal:
» EGEE Broadcast
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Ticket overview

Enabling Grids for E-sciencE

GGUS WEB HelpDesk

» NEW SEARCH  Ticket-ID: | o | Search new - open - unsolved - reopened - wiki - tickets
Invoelved - Keyword - Support Unit - User - Timeframe - VO
558 tickets found. Criteria: status=open
Ticket-ID  %irt. Org. Resp. Unit Statusz Date Info
13371 none MetworkOperations in progress 2006-09-27 MREM REMATER hasz a network incidert located in FR ...
13370 none GlobalGridlserSupport in progress 2006-09-27  TEST!
13369 Ihch TR My 2006-09-27  Unable to contact any Metwork Server error with or ...
13367 stlas ROC_Swy assigned 2006-09-27  Failing to store output at IFIC' = log2oe dfi..
13365 Ihch ROC_DESCH in progress 2006-09-27 Mo space left on device Ervor from rb-tzk gridkad.
13364 none MetworkOperations in progress 2006-09-27  GEAMNTZ has a network incident located in [T-GR.
13362 [glsia] ROC_DECH azzigned 2006-09-26 GRIDKA SRM Failures
13361 dteam ROC_CERM azsigned 2006-09-26  praoblem with voms-proxy-int --voms dteam
13360 none MetworkOperations in progress 2006-09-27  MREMN JAMET hasz a network maintenance located in GB..
13359 none ROC_=wny azsigned 2006-09-26  missing newy line (PP=-LIP)
13358 none ROC_SE assigned 2006-09-26  Operating System not knowen. (PreGR-01 -Uohd)
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Ticket search

Enabling Grids for E-sciencE

FAQ/Wiki - Documentation - Training - Contact - Masthead

Home - Submit ticket - Support staff - Logout

GGUS WEB HelpDesk

» NEW SEARCH VO -search f alice ‘v | status:| open | timeframea:| no =] go |
atlas
babar
biomed
cdf

cmE
compchem
COMmpass:
dd

dtearn
egeode
el

geantd
lhch
magic
planck.




C Ticket information

Enabling Grids for E-sciencE

Infermation Ticket-lD: 13370

Submitter: Guenter Grein Date of problem:; 2006-09-27 0850 UTC | Origin support group: GGUS

Logirn: IO=GermanGrid/OU=F ZKCHN=Guenter Grein | Type of problem: Other Rezponzible Lnit: GlobalGridU=zer Support
E-hdail: guenter grein@iver 1zk de Priority: less urgent Status: in progress

Yirtual Organization: none WO specific: Mo

User notification: on salution

Description: TEZT!
Thiz iz just a demo ticket

Colors in history:
- aszignments to person - invalved persons - solution.

[Top] [History] [Maodify ticket]

History Ticket1D: 13370

Date of change / Last modifier Action taken
2006-09-27 05:51 UTC nety [TRM)
Guenter Grein Changed %0 to: none

Changed type of problem: Cther

2006-09-27 0552 UTC azzigned (GlobalGridUserSupport)
Guenter Grein

2006-09-27 0553 LUTC in progre=:s (GlobalGridl lzerSupport ]
Guenter Grein
Wiorking on it.
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C Ticket update |

Enabling Grids for E-sciencE

Modify section Ticket-1D: 13370

Mail to subimiitter (guenter greini@iver fzk .de)
Mail to anyhody

Assign ticket 1o support unit: Change status: Type of problem:
GlobalGridU zerSupport =1 IF progress =1 Other =1
Assign ticket 1o one person: Change VO Change priority:
none - less urgent =

[valid email address pleasze)

Involuve others: VO specific? Add to WIKIL?
I %_.-'es'r.ncuﬁ. nu:uﬁl':.-'esr.

(=separate multiple emails by ™™

Imternal diary (Message is wisible for support staff only)
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C Ticket update Il

Enabling Grids for E-sciencE

Solution (Change status to "solved" if this iz the final solution)
Working on it

(= Ezcalationfreminders as usual
T Please do not send out escalationsireminders befare | 2006 = -I o9 - -I 28 = wyy-mim-dd]

Related issue [help me]

Want to upload sttachment? Browse. ..

mave modification and submit
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CGCC

Enabling Grids for E-sciencE

Thank you!



