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Building Blocks of EGI
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NGI-DE In Context
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NGI-DE international

NGI-DE national A
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Operations in NGI-DE

Grid infrastructure as a service
in an international context

GOSC
(Grid Operations and Support Centre)

Single Point of Contact for German Grid Users
Middleware Services
Operations Management
Uplink to European Operations

VO & User Support Infrastructures

SUPPORT
DGUS (Helpdesk for D-Grid)

GGUS
(Global Grid User Support)

synchronized
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Main User Support Areas

* Application integration and support
 User education

* Simple access to a broad range of
information

 Day-to-day support for the users of grid
data, compute, networking and VO-specific
services
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Main User Support Topics

* First Line Support (Front Desk)
— Grid Generalists

e Second / Third Level Support
— Applications / Community Support
— Middleware Support
— Operations Support
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Important Issues

* Distributed nature of the Grid: experts located everywhere,
sometimes in specific centres; spread of resources and
services; different policies and laws

* Variety of users: beginners, system administrators, operators,
network specialists, Virtual Organization communities

* Variety of applications: high energy physics, biomedical, earth
observation, astrophysics, computational chemistry, etc.

* Interaction between separate projects: user support needs to
span various projects and their respective tools
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EGI User Support

* Global Grid User Support (GGUS)
is the EGI support infrastructure
for grid users, deployment and operation
problems

GGUS
e It does not substitute

but integrate existing
infrastructures
and coordinates support efforts
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EGI User Support

First Line
Support

Second & Third
Level Support
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g EGI User Support
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Middleware
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g User Support in EGI
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User Support in EGI

e Major changes from EGEE

— NGlIs instead of ROCS

 Much larger number of interfaces
e Larger variation in maturity

— User Communities not funded by EGI

 Inter-project relationship instad of intra-project
(customer <-> provider)

— Middleware development done in seperate
projects (EMI, IGE,...)
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Central Workflow

Central Regional
First Line Interfaces First Line
Support Support

~ Second &

Third Level
Support
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Regional Workflow

Regional
First Line
Central Support
First Line

Support

Regional
Third Level Second/Third

Support Level Support

EGI-INSPIRE RI-261323 www.egi.eu



g Operations Support

Regional Ticket System
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g User Community Support

Other Ticket System(s)
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g Middleware Support

Bug Tracking Tool(s)
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g Link to other DCIs

Bug Tracking Tool(s)
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GGUS

FAQ & Wiki

Welcome to Global Grid User Support

Tickets @ GGUS
non your GGUS account
new t via browser
MEW t via email
» Show my complete ticket list (openfclozedizubscribed)

» My Team Tickets

» Search ticket database

Latest open tickets

I VO Info

» 74 Theb glexec Magios probes failing for LHCb at INZp3

> atlas RAL-LCGZ_PPSDATADISK DESTINATION error during TRAN. ..
» none NAGIOS *org.sam. CREAMCE-JobSubmit-fops/Role=lcgad...

» nene NAGIOS ®org.sam.SRM-GetSURLs-/ops/Role=lcgadmin® ...

» atlas Transfer failures to QMUL - Request timeout (inter...

» atlas Registraion Errors at FZK-LCG2 SCRATCHDISK

» atlas INFN-FRASCATI connection timed out and failed to c...

¥ atlas SARA-MATRIX - request for fe-chown

¥ atlazs Transfer errors between PIC_MCDISK and IFIC-LCG2_P...

r atlas Transfer errors between NIKHEF-ELPROD_DATADISK(des...
r none SE FAILURE: cecsrm02.in2p3.fr (ILC)

r none 4.1 - CE ROC to perform: Configuration of the new ...

r none Create a new support unit in GGUS : NGLBG

r none NAGIOS *org.sam.VWN-RepCr-/ops/NGIGreece® failed ...

» none NAGIOS *org.sam.VWN-Rep-lops/NGLGreece® failed on...

Latest news

Mo latest news at the moment.

» Recently created FAQs (last modified: 2010-07-16 12:22)
» News at CIC-Portal

GGUS tools/reports

» Report Generator

» GGUS ticket timeline tool - TTT
» Escalation reports

» Metrics reports

GGUS development plans

» Description of development procedures

» Submit a request for a new feature to GGUS
» Browse current open features

» Ongoing worklist & Release Notes

GGUS Search

» GGUS-Knowledge-Base
» Documentation
» GGUS-FAQ - Wiki pages

.0'5
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Central Helpdesk GGUS

* Users can:
— Submit tickets
— Track progess on tickets
— Find documentation

e Support staff can:
— Work on tickets

— Create ticket relations
* Cross-reference
e Parent/ Child
* Master / Slave

— Communicate with the user
— Find documentation
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Central Helpdesk GGUS

e Special workflows
— Direct routing of tickets
— Team tickets
— Alarm tickets

 Additional features

— Ticket Timeline Tool
—> graphical overview of tickets per site

— Report generator
—> self-create metrics for Sus and VOs
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Direct Routing

. | TPM routes
Assign to TPM > ticket to ROC
T Send
no no
| | | | ™ notification Y
' - N mail to site
‘Submitvia  Yes Site name Yyes

'Staﬂ_}_"- web portal? - _specified? (End)
- | P | - - Ticket routed
o - to ROC —

automatically
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Ticket Timeline

GGUS Ticket Timeline Tool

Timeframe | =] notified site: [ FZKLCG2 =l Go | !
All tickets fram |D1 Aug 2010 C I hide terminal states /Ei /E?
to [31 Aug 2010 L] T hide open states

Tickets for FZK-LCG2

week 32 (Aug 2010) week 33 (Aug 2010) week 34 (Aug 2010) week 35| next day »
[Tue [edThu ManTue fedThu WanTue MyiedThu ManTue | pout week »
10 (11 112 16 17 [16 /19 Sl e O e ) 0 [B1

« prev day L] week 31 (Aug 2010)
« prey week hion[Tue MYedThu solved
2

03 04 15
« prey rmonth

verified

next month »
unsalved

new
assigned

in progress

waiting for reply
recpened
on hald

(] [ [ [ N [ N T

scheduled

ﬂ ticket came fram some site
D;- ticket changed to other site

. Uk +" end ofticket (solved)
=1 0195 v end of ticket {verified)
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NGI-DE Helpdesk

Tickets

» Submit new ticket

Tickets from Torsten Antoni (access via certificate)

iD S Cale n
Yo dom'® hase fickets In e system

» S=arch ticket dstshase

Open tickets of all users

D Communky D
» B2 mome Rieglstralon Ermors 3 FZK-ALCE? SCRATCHDISK
» 253 nome prowy reqisiration 31 ALKCE woiox 3 Sridka falls

» 251 mone Jo tallune dus B Pyenon prodiemn D2

v 247 nome Start ofalidation of NE_CH

» 241 nome Acorss 10 COMPASS dzfta Gl

v 240 mome Joroes e g 0 eSO

» 239 nome Joices falied dhue bo “BLAH enmor_"

» 238 nome Joles f3lied e to "Removal refries exceeded”

» 237 nome Joi snariionstaliures

» 235 nome Logit IrZ-Mmusncnen de Qhalus oD St remains in

» 231  hab Jobs abomed at FZK-LCG2

» 228 nome Shaned sofware from LHCD vi-oox 3t Gridka

» 225 none Armeldung Spelcher-Ressource mustata zin de

» 212 nome ke ks nof accessinke o download

» 210 nome Error on mardsehana: 3 net SockefErsepiion: Con

Edit your user data

Monitor - Create news entry

Latest news

Mo news at the moment.

Mzintenances

e o Marrin Peter J00-05H02 03 IS UTC
» NOW: Maintenance on zib mardschana from 06-08-2010
until 08-09-2040

s, oM KT Pater 2010-09H02 0329 UTC
» NOW: Maintenance on zib casim.zib.de from 06-08-2040
until 08-09-2010

e o Marrrin Peter J040-05402 0329 UTC
» NOW: Maintenance on zib tini from 06-08-2040 until
08-03-2010

Important Links

* www. ngi-de.su

® [-Grid-Mews

® |nstallstion: Refsrenzinstallstion
® Tutorisls: Unicore

Monitoring

‘-‘Gaa *

Home - Submit ticket - Search ticket - Support staff - Contsct - Legals

] »

T

Fiadiarad Wirkidry
# Edacrian
n=d Peciarch




e User Support for DClIs is always challenging

— But we are experienced enough to make it work

 EGIis a conglomeration of projects

— This is a difficulty

e Large number of interfaces
(technical / porcedural / human)

e Large variation in readiness / maturity

— This is a chance

e Clear separation between infrastructure, communities and
middleware providers

e SLAs can be defined regulating the interplay
between the projects
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PRACE EGI
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HOWJ CAN YOU SAY
MY TROUBLE TICKET
15 RESOLVED WHEN
1 STILL HAVE THE
PROBLEM? 7!

BCornds s I aod, oom

www. dilbert.com

RESCLVED 15 A CATCH-
ALL TERM THAT CAN
MEAN A SHIFT CHANGE.,
ESCALATION, OR EVEN
AN ACCIDENTAL

DISCONNECT.

)

93308 © 2008 Scott Adams, Inc./Dist. by UFS, Inc

S0O... YOU
ESCALATED
IT?
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