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WLCG User Support infrastructure "T.rcc.

7 The support model in EGEE can be captioned "regional support with central
coordination". Users can make a support request via their Regional
Operations' Center (ROC) or their Virtual Organisation (V0). Within GGUS
there is an internal support structure for all support requests.

Resource Resource Resource
Centers (RC) Centers (RC) Centers (RC)

Local User Regional
- Deployment
Support Operations Support (DS)
Application Center (ROC] PUPP !
<

GGUS
GEYEEH,
VO

Central GGUS Application Specific
Support
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WLCG User Support infrastructure icc.

@ The ROCs and VOs and the other project wide groups such as the Core
Infrastructure Center (CIC), middleware groups (JRA), network groups (NA),

service groups (SA) are connected via a central integration platform provided
by GGUS.

ROC-1 |, E -Q o @ This central helpdesk keeps track

of all service requests and assigns

. AP them to the appropriate support
E’) _ o groups. In this way, formal
communication between all support

o ‘I; }_\ |7 wr 1 groups is p055|ble..To enable this,
Groups | < _ ) B each group has built only one
" — [ interface between its internal support

structure and the central GGUS

application.
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WLCG User Support infrastructure: "T.rcc..
a distributed center . =

1 General idea: 3 main support centers to guarantee coverage and provide a
single point of contact to customers and to local Grid operations. Also for
resilience to failure.

GGUS GGLUE EGEUs
Horth LAmerican Farschumgaaen irum Acnidaimin Binica

Partner waniod Karlaruhs, Garmany Taipal, Talwan

It was decided to have 3 GGUS AR m,a}f.'r_ AL e S aa
teams in different time zones. Eﬂfﬂaé S e
GGUS started off at Ve i s b
Forschungszentrum Karlsruhe in e SN VT
Germany in 2003 and has had a Y South Ny R e,
partner group at Academia Ay A ol
Sinica in Taiwan since April : P
2004. A third partner in North o o e
America would be desirable. i CEST: UTC +2 U+

Targot: 24x¥ Glabal Grid Usor Support via time difference and 3 suppaort teams
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How It works "T.rcc.
[

| need help! | send e-mail to

VOo-user-support@ggus.or GGUS Support-
or helpdesk@ggus.or The Model ClC-on-Duty
They use
GGUS for
E-mail automatically their d‘_"“ly
converted in GGUS ticket operations.
s o e GGUS support
(TPM)
Ticket Process TP Only informed
: i VO : ive tick
FEC T hnoan N o b and not
i e active.
assign them to specific support units
VO Support ROC ﬁ Middleware Other Grids
Units Support Units ¢ Support Units Support Units
Support Unit
| | ~
] "
Mailing
lists
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GGUS Support: I~

|
LCG
[

| need help! | send e-mail to
\v/IN_11QeAr_Ql NnNArtMA AN Ic Nre Thp “And D
VUTUOCTI DUPPUILMBUUD.UIU 1 1 1IN IVINJ AN

E-mail automatically
converted in GGUS ticket.

Notify users of specific problems. Recognize Grid related
actions and ticket status problems and assign them to specific

Ticket Process
Manager: Monitor ticket ~ TPM VO /— TPM VO Support: People from VOs.
assignments. Direct to Suppor Receive tickets VO related and follow
correct support unit. them. Solve/forward VO specific

\ / support units or back to TPM
fa b e il e e i s e R e
VO Support /~  ROC Middleware  Other Grids
Units Support Units ciC Support Units Support Units

Support Unit

Mailing
lists
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GGUS Support: _1

| need help! | send e-mail 'LCG
NUTONWV YUY . Yy 1 1IN VIV U VI .

E-mail automatically
converted in GGUS ticket

VO Support: People from VOs.
Receive tickets VO related and follow
them. Solve/forward VO specific
problems. Recognize Grid related
problems and assign them to specific
support units or back to TPM

Ticket Process Manager:
Grid Experts. Monitor ticket
assignments. Direct to
correct support unit. Notify
users of specific actions and
ticket status

— e A e o e e e e R SNSRI SIS R N U CE —EUI SIS S S S— |

ﬂo Suppoﬁ5 ROC Middleware  Other Grids

Units upport Units cIC Support Units Support Units
Support Unit

S

~N
N\

Mailing

. 3 ; ‘ ' lists
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What Services are provided to users

http://www.ggus.orq

[ GGUS - Global Grid User Support - Mozilla

W File Edit W¥iew Go Bookmarks Tools Window Help

4. =

Back Reload
FhHome  wbBookmarks # mozilaorg # mozilaZine 4 mozdev.org

a g;’ B htips:/igus. fek.de/pages/hame.php

FAQ/Wiki - Documentation -

Contact - Masthead
.

Home - Submit ticket - Support staff

Welcome to Global Grid User Support

What is GGUS?

re about the idea and the concept of GGUS

Tickets @ GGUS

» Submit new ficket
» new: Create ticket using the email-interface. Find details here

Tickets from Flavia Donno {access via certificate)
I Status Date Inta

4274 solved 2005-08-29 Handover of TPM from ROC-CERM to ROC-SEE 29 August...

4209 solved 2005-05-23 Handover of TPM from ROC-CERN to ROC-SEEZROC-CERN
4173 solved 2005-08-22 |3 myprozxy.cern.ch working properly 7

4109 solved 2005-08-15 Vhy the site RO-01-NIPNE does not appear in the si...
1907 solved 2005-03-21 Please add V'Short descriptiony! field in ticket s...

Open tickets of all users

o] VO Date Infa

4356 none nfa Mo Info published

4355 none nia MISCELLANEQUS

4352 cms  2005-08-05 7 authentication with the remote server
4351 none nfa replication failed

4390 nane nfa RGA errar

4330 nong nia published info inconsistency

4337 none nfa down

4336 none 2005-08-02  down

4326 none nfa info not published

47325 nong 2005-08-31 GGUS: Failing LCG Site Functional Tests ...
4505 none nfa werong LOG_GFAL_INFOSYS

4306 cms  2005-08-30  addendum to #4294

4281 none nfa publizhed info inconsistency

4279 oms  2005-08-29 ahorted jobs with CRAB (accessing FHAL D,
42627 none nia info not published. SE grid002.miindnit...

» show all open tickets

» Search solved ticket

<

Latest news

Mews from Gricka
Mew batch gueues

» see alzo news at CIC-Partal

Monitoring Infos

» CIC-Portal

» GOC Downtime Report
» GOC Grid Maonitoring
» Grid-ICE

v Jobstatus Gridka

GGUS Search

» GGUS-Knowledge-Base u.c
» Docurnentation
» GGUS-FAQ - Wiki pages

LCG

Updated documentation

g &b w2 EH @@ | Done
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Browseable tickets

Search through solved tickets

Useful links (Wiki FAQ)

Latest News

Problem submission via
Web Portal and e-mail

GGUS Search Engine




What are the current Storage Support

Units ?

Al

FAQ/Wiki - Documentation - Training - Contact - Masthead

Home - Submit ticket - Registration + Support staff

Responsible Units

(&) - automatic helpdesk system
%) - #ML Format
(H) - mail address read by humans

Responsible Unit Link to E-Mail Address
FAQ
AMGA, (H) support-amgai@cern.ch;Muno Santos@cern.ch; Birger Kobltz@cern.ch
APEL rFAG (H) apel-support@listzery colrc ac uk; egee-admin@cesga es
Accounting Pollcles b A [H) gridsecuritygicnat Intn it egee-sdmin@cesgs e
ClE Partal »FAC [H) Cic-infarmation@in2p3. i
CoD (H) project-eu-egee-zal -cic-on-dutyi@cern.ch
®FAG 628 castor suppottE@cern.ch
DoAS rFLC (H) gridzecurityi@cnat.infr.it
% B FAG Ha hep-service-dpmiicern ch
Deloy mert »FAC [H) deploy-grid-support@cern.ch
Documerntation »FAC [H) documertation-grid-support@cern.ch
FTS B FAG (H) ftz-support@cern.ch
GLUE rFAG (H) glue-grid-zupporti@cern.ch
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Al

[ GGUS - Global Grid User Support - Mozilla
jv File Edit Wiew Go Bookmarks Tools Window  Help

e . @& . @

] :
| o i i hips: fgus. fok.depages fsupport.php

¢ GhHome | W¥Bookmarks 2 mozila.org #mozillazine £ mozdev.org

umentation

+ Contact - Masthead
-

.
ome - Submit ticket - Support staff

Support Staff
Welcome to GGUS HelpDesk System
» Enter the Support-Webinterface Administration GGUS-YWebsite

*ou don't have web-admin access!

» Information for supporters

Useful Links for Admins

» GO docouin Sovees * TPM, TPM VO, VO Support, Specialized Support,

» EGEE Support processes and workflows » GOC DB
» GOC Pages
» CIC Follow Up FAQ » GOC Waonitoring overvie W ROC ENOC
» CIC Portal » Gridka PBS-Status ]
» Federations and contacts » HEP-Y'O Managers - o
» GEUS Supporters E-mailing Lists » ltalian Grid Knowledge Base .You need to r e! ’ I Ste r I n Order to be able to uSe the
» Infos about Responsible Unit » RGWA Tools / Monitoring

» GIIS Monitar at ASCC » Site operational Tests

GGUS portal (GSI or password based)

Broadcast for help to community (provided by CIC portal cic. in2p3.f) A~ irmantina +h

Sender Information  STFPORT STAFF

| a supporter.
. « TPMs perform shifts
Home stiion » Supporter ? If you think you have a good
| Bty it | knowledge in Grid Storage Management and have
E3E AT __===a ]| time to provide support, please contact ESC at:

To apply as a supporter:
https://gus.fzk.de/admin/apply4staff.php project-eu-egee-sal-esc@cern.ch
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What is missing ? "T.rcc..
-

=

We need to identify second and third level support for Storage
2. Second level : experience site admins available to help others
resolving problems related to a specific storage solution.
e dCache-second-level-support@cern.ch ?
« DPM-second-level-support@cern.ch ?
« StoRM-second-level-support@cern.ch ?
« Do we need a second level for CASTOR ?
3. Third level: identify a set of developers who looks after GGUS tickets
assigned to the specific storage support unit
« CASTOR: OK
e dCache: ??
« DPM: OK
e StoRM: ??
4. What about site-admins forums for storage problem
discussions ? Is the LCG-ROLLOUT list enough ?
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