Grid User Support

Sabine Reilder, KIT
GridKa School 2011, Karlsruhe

EGI-InSPIRE RI-261323 www.egi.eu



 \What offers EGI-INSPIRE?

 \What offers Karlsruhe Institute of
Technology (KIT)?
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EGI-INSPIRE work package NA 3:

User Community Coordination

— User Community Support Team
(TNA 3.2, Steve Brewer)

— NGI User Support Team
(TNA 3.3, Gergely Sipos)

— Technical Services
(TNA 3.4, Marios Chatziangelou)
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Www.egi.eu/user-support
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- 9_"_ s a®
3257000 Infrastructure Q
e EI Towards a sustainable grid infrastructure Contact us | Site map | Intranet
About us

User Support
Technology
Policy
Infrastructure
Publications
Projects

Collaborations

User Community Support

Home = User Support

Whether you are an individual researcher, a small research group or an international
community this page will offer directions to resources and semnvices that you might need.

>

Your Virtual Research Community (WVRC)
-VRZ portals and gateways with resources and tools for your discipline

Your Mational Grid infrastructure (MGI)
- Access your national centre to learn about resources in your country

Applications database

EGI-InSPIRE RI-261323

- Digcover (and contribute) details of discipline-specific applications for your community

Senices and tools to support your wark on the infrastructure
- Acollection of resources that you can use to manage your work on tre infrastructure

Training marketplace
- Find, offer and suggest training events and material for your needs

Getting help and requesting new featiures
- sz EGI Helpdesk (GGUS) to repor; a problem with the production infrastructure
- sz the Requirements Tracking system to submit and follow new feature requests

How we work

>

>

Whowe are: Team and partners
What we do: Strateqy and plans

GridKa School 2011

User and Community news

The user and community
perspective on the EGI
¢ Infrastructure

Latest blog post

> IWS5E-Life2011 update Portals
and gateways play a crucial part
in the ongoing process of
increasing the number of
scientists and researchers
using the grid. Listening to what
this group of specialist
developers is doing was always
going to be benficial, but the
coincidence of ...

Latest news

> Summary of workplans for the
User Support Technical

Senices is available for
Mav=-Mlnher 2011
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Objectives: coordinating the user

experience

/f C with many research groups

(and one VRC representative)

=2

Researchers
and scientists

@

// Research group \
‘H,§

Local System
administrators

Different user types collaborate

within a research group

EGI-InSPIRE RI-261323

VRCs communicate NA3 \
with EGI through EGI dissemination
the User © user ) o "“Su“.‘fef
Community Board Community A
Support team
(NA3.2)
\_ J
(D .
National Support teams NGI User
Application aer . available across Support
developers “ specialist 50 partners coordination
~ support & (NA3.3)
\& \ services J
J
. \ 2/ 4 EGI User
esearch .
leader / Community
Application Database, Training Support
Marketplace, VO Services, Services
\ Requirements Tracker \ (NA3.4) j/

GridKa School 2011
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VO: a group of
researchers
working
collaboratively

4
\User Community/

UCB and the Virtual Research Community

VRC: a grouping of
research collaborations
working in a common
domain

User Community Board
with representation from: Life Sciences, WLCG, WeNMR, Astronomy & Astrophysics, Earth

Sciences, Computational Chemistry, Arts & Humanities, Hydrometeorology

EGI-InSPIRE RI-261323

“ UCB “ l.

model: purpose and benefits

units
Other

units

support

support

GridKa School 2011

Benefits:

1.

Defined communication
channels: named
contact points between
communities & EGI

Application integration

Policy and procedures:
define interaction
between EGI and users

Requirements
gathering: solutions and
influence

Dissemination: sharing
of news, breakthroughs,
best practice and
innovation
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About us
User Support
Technology
Policy
Infrastructure
Mublications

Projects

Collaborations

Infrastructure Q

Towards a sustainable grid infrastructurs ntact 1 #e map | Intranst

NGI support teams

Home = User Support > NG| support teams

Each individual National Grid Initiative (NGIs) has a team dedicated to User and Community Support that can help existing and
H prospective users o connect with e-infrastructure resources.

The map (and table) below listthe points of contact for local Uszer and Community Suppotteams across Europe.

Ta have your naticnal (NG1) gateway added to this map/list, please send an email to ucsti@egi.eu with the missing information.

tool by ammap.com

a
H n Germany
-] .

Gateway : htip

w.ngi-de.eu

Contact : https://helpdesk.ngi-de.euf

NGI-DEis the Natonal Grid initiative for Ge
MGI-DEis to provide a reliable and sewre &
Germany. It will enable a carrier grade grid
academc commurities, NGI-DE has a focus
and douds for academic and industria use.

GridKa School 2011
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NGIs receive:

 Web & wiki resources

* Requirements process

» Applications and services
VRC coordination support

Provide
access to
grid and
software
services

Document

Processes
& apps.

Porting
apps.

Collecting
Feedback

Dev. and
operate
software
services

Support teams are available across 50
partners — they are all different... as are
their support skills.

GridKa School 2011
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Task NA3.4: Technical Services

Services provided by a few NGls for the whole community

« To support the Virtual Research Communities

« To facilitate the work of NGI support teams

« To improve communication among NGIs, among users and with users

* Bring in expertise and services from Heavy User Communities through SA3

Tools and services (Task leader: Marios Chatziangelou, GRNET):

EGI Application Database (Marios Chatziangelou, GRNET)
Services for VOs (Ignacio Blanquer Espert, UPV; Goncalo Borges, LIP)

Training Marketplace (Claire Devereux, STFC)

I

Requirement Tracker (EGIl.eu with help from CESNET)

GridKa School 2011 9
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 Reusable applications
 Reusable tools for application developers
« Map of application landscape

 AppDB gadget for your own website

Application Details - C5-Roseita

Information Publications
1D: 512 (Permalink)
J Type: Application
W"E_i'nmr Mame: CS-Rosetta
-

Descripton:  NMR chemical shifi-based structure prediction
Discipline: Life Sciences
Subdiscipline: Structural Biology

CS ROSETTA s a protocol which generates 3D models of proteins, using only the 13CA, 13CB, 13C°, 15N
SPARTA-based selection procedure to select a set of fragmen:s from a fragment-library (where the chemica
ROSETTA protocol. The generated models are rescored based on the difference between the back-calcula
see our online web portal manual and tutorial available via wwwwenmr.eu and/or consult the C5-Rosetta he

Abstract.

Application Map
[ Blocieren. .

AuE e

Infrastructure | Join AEGIS VO | Support AEGIS VO | Documents | News | Galleries | Helpdesk

e Applications Database ~ ¥

Name COMPACTION

ﬁ Deacription Simulation of the compaction of granular materals
Abstract The microscopic undersianding of the macroscopic material behawoer of granular matenals such as sand or
powder is one of today's great challenges in material science and physics. Granular media are d EEE
Digcipling  Others | Condensad matter physics

wontred mazenas| jr=fuit 2= T o
=== fjame PALESS
| I I I Descripion Paraliel Anzlog and Logic Electranic Simulation Systam
Abstrad Madain alé ic Circufs and are characterizad as very complax (tens of millions of transisiors)
and mixdad- and are applisd in complax surroundings thal oflen ind RN

Discipling Others | Co

[ main | aanan naseisl nle s Eanini -

Related Country: Metherlands
VOs enmreu

Middlewares: glLite

Status: In production

Added on 2011-01-12, by Alexandre Bonvin

Scientific Cun'ﬂ

Bonvin Alexandre

Name PBFS
E Dwscripion Paraliel Biood Flow Simulalion
B ansiract A computational mods! of reslistc Blood Row in @ Sectian of artery could IMprove RONoSES Bnd raatment of

nealn problems such 33 aneurysms and wounds 10 arery vesse| walla. Syatems of equations EEE
Discipline  Lite Sciencas | Medical physics

| main | sostrmat mazensl oonteo SountTEs ]

Name PROPEL =

Scientific Coordinator
Utrecht University

GridKa School 2011 10
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AppDB: PY1 statistics

111 new applications per country

m United Kingdom/Ireland

m Spain New additions to the
oo Applications Database
® Netherlands during Project Year 1
ortugal
oo (Data: largest to smallest)
H Mexico
m Argentina
:E°::’mb‘a 93 new applications by discipline
uba | Life Sciences
Egypt

Germany/Switzerland

B Computer Science and
Mathematics
m Others

Italy
Taiwan

Others B Computational Chemistry

M Earth Sciences
M Fusion

= Multidisciplinary

o

associated with > 1 country
[ Astronomy, Astrophysics, and
Astro-Particle Physics

High-Energy Physics

GridKa School 2011 11
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* Integration of:
— Training event calendar

 Purpose of the Training Marketplace:

Digital library (of training materials)
Service offering & requesting form

Register training events
Use, reuse and share training materials
Feed training-requirements

Delegate representative to EGI Training
Working Group

 Results:
— Approximately 60 training events were

added during PY1

Training marketplace
e = Umar Sumcor = Tratning manosiplsos

The B3 Trakilng Markeiplace edsis 35 3 sence o coandinaie fraining acnes comminiies, projects and national teams. The new TEinihg
Markeiplace enalles Irainers io adveriise ouents and resourcss, 3nd wsars fo locate, comment on and suggest tralning matertal and evenfs Bt meal
heir neads

Return to Training Marketplace

fal [=]
Selecte } dmvms do fAider b
Week Day Table List
o April 2011 »
[ Mon | Tue Wed Thu

Summer : Summer — | |Summer — | |Summar :
Corso ol Grig Corso ol Grig Corso ol Grig Corsod Grig
e e = e

EG User EGI User = | [ea user ~ | | EG User 2 |_'
Farum Farum Farum Farum
1] 19 20 21 22 23 2
Anifanan s Aninanan auw Ininznan suy

orilies g caleul orilles ge caleu! orilles ge caleu!
£ Apprentssage | | & Apprentssags | | & Apprentssoge
o "o DIRAC e l'aum! DURAC o o) DIRAC

[ ]

GridKa School 2011
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Training Marketplace

Events

Map Calendar List

ol Ly enmnag . uen

2 ‘gl

GERMANY (1) X

Upcoming Events:

GridKa school 2011
Start Date: 2011-09-05 1<:50:00
Cnd Date; 2011-09-09 14:50:00

GridKa School 2011 13
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Training Marketplace

Return to Training Marketplace

GridKa School 2011

Start: 2011-08-05
End: 2011-09-09

Timezone: Europe/Amsterdam

GridKa School is hosted by Steinbuch Centre for Computirg of Karlsruhe Institute of Technology (KIT). It is organized by
KIT, the Swiss MNational Grid Iniative (SwiNG) and the HGF Alliance "Physics at the Terascale”. The school cooperates
with the European Gnd Initiative (EGI), the European Middleware Initiative (EMI) and the Initiative for Globus in Europe
(IGE). It offers a broad range of topics, which are chosen from the realm of these projects and beyond.

About half of the school consists of hands-on tutonals and workshops, giving participants the possibility to gain actual
expertise on different kinds of middleware, applications anc techniques. Because these tutorials are offered in parallel
tracks, Gridka School practicals cover topics well suited for beginners, experienced users and grid administrators. The
high grade talks and presentations give an up-to-date overvew on important and interesting grid and cloud computing
subjects.

The program is completed by a ‘get together event (incl. a guided tour of the German WLCG Tier-1 center "Gridka’}, a
school dinner and a grid security workshop; the latter is targeted at administrators.

Applicants from all scientific and industry disciplines are walcome to register online at www kit edu/gridka-school; & tha
preliminary schedule is available online. Until June 30th, registrants can take advantage of an early bird discount. The
organizing team reserves the right to limit the number of participants if necessary.

Email: christopher jung@kit.edu=

City:
Karlsruhe
Country: Germany

http: /o kit edudgridF

Ok

rYour rsting: None Averg

GridKa School 2011 14
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Coordination of services for VOs

Coordination consists of:

Reviewing available services: management, monitor & accounting tools
Consultancy/help for VO managers

Specification of requirements for improving operational tools to simplify VO
management

Provisioning basic services for new VOs

VO services support unit in GGUS Ve )

VO-specific testing of sites is required
by VO managers within VRCs

Basic services are available from \
within the infrastructure NGI

Typically delivered through the
operations teams and NGls

' Site resources

GridKa School 2011 15
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Provision of VO support software for VRCs & VOs (e.g.WeNMR, BioMed)

Current Network Status

Last Updated: Mon Feb 7 19:10:11 WET 2011

Updated every 601 seconds

Magios® Core™ 3.2.3 - www nanics.org.

Logged in as /C=PT/0=LIPCA/O=LIP/OU=Lisboa/CN=Goncalo Borges

iew Status Ove rview For This Service Group
[Wiew Status Summary For This Service Group
|Wiew Service Status Grid For This Service Group
|View Service Status Detail For All Service Groups

hr.srce CADISt Check- i, ﬁ‘ ok

cesiberbifiunizares - ppaas mEEElE

oro.sam.CE-JobState-
hys v ibermrid eu oK

oo sam.CE-JobSubmit: -+
ewiemnaey L oK

ong.sam. Wh-

Bi-phys o iberarid eu LSk
org.sam. WN-CAver- Fas,
phys.vo.iberarid.eu L8k

ong.sam Wh-
Csh- ghygvo e rarid ey BK

org sam Wi
Regghﬁ uo.megmu.eu}_éﬁ‘ 2

org.sam. WN-Re pCr- Fasy,
phys.vo iberarid.eu LSk
org sam WN-RepDel-  rosr
phys.vo.iberarid.eu LIS oK
org sam WN-RepFree- rasy
phys.vo iberarid.eu Lok

org sam WN-RepGet-  ra:x
phys.vo.iberarid.eu L oK

org.sam WN-Re plSenv- rasy,
physvoiberarid.eu LS
org.sam Wh
phvsvo ibe|
org.sam Wh
phvsvo ibel

& Notificatio
@ Event Log

@ Pertormance Into
& Scheduling Queue
@ Configuration

. hrsrce CAl
 phys.voibe|

org.sam.CE
@ L

ce-sge-ngiceta-
ciemates

Service Status Details for:
phys.vo.ibergrid.eu

Service Status Details For Service Group
‘phys.vo.ibergrid.eu’

Wn31-prg bifi unizares: CA DIST OK - The official version is 136, Unable 1 geta list
Obsolets CA list check will be skipped. Using BEGrid 2008 to get CA distribution versi
found (1.37), new version is -1 days old. We're still within grace pericd

02-07-2011 18:57:50 3d 22h 32m 21s L2

02-07-2011 19:068:01 3d 22h 34m 28s L2 OK: success.

02-07-2011 19:068:01 3d 22h 23m 54s L2 OK: success.

02.07-2011 16:57:51 3d 22h 32m 21s U2 wn31-prg bifi unizar.es: OK: getCE: ce-iber.bifi.unizar.es:2119/jobmanager-logpbs-ph

0207-2011 18:57:57 3d 22h 32m 155 V2 wn31-prg bifi.unizares: 0K

02.07-2011 18:57:53 3d 22h 32m 195 V2 wn31-prg bifi.unizares: 0K

0207-2011 18:56:32 3d 22h 31m 385 RU2 wn31-prg bifi.unizar.es: OK: success.

| | vcuDﬁLprg bifi.unizar.es: OK: File was copied to SE dpm-iber_bifi.unizar es and registe
wn31prg_bifi.unizares: OK: Replicas for [Ifn:/gridiphys.vo.ibergrid e uiSAWsam-log-n1
B i M T prg.bifi.unizar.es. 110207 185757, 2627999 7] were deleted. CLI

02.07-2011 18:57:54 3d 22h 32m 18s 12 wn31-prg bifi.unizar.es: OK: ok

02.07-2011 18:58:13 3d 22h 31m 8s U2 wn31-prg bifi.unizar.es: OK: File was copied from SRM. Diff successful. CLI

wn31-prg bifi unizares: OK: LCG_GFAL_INFOSYS is setto

e e aridiiD L ifca.es: 2170, tonkdii0 L.nca.inarid.ot: 2170. beli eqes cesaa.es:2170

Benefits:

- H ey

Sites fror
« Ability to develop and in t egrate VO’s ow
A VO can use the cen

imm o~ N\ T\ A~ b~
ld VU dlE LlES UI

own

EGI-InSPIRE RI-261323
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V4TS .. P R B

tral installation fro

NAGIOS SAM triggers

the executions of probes

In grid sites

— Tests to the Storage
resources

— Tests to the Computing
Resources

— Summary views of successful
and unsuccessful services

— Sends emails to the site
admins in case of failures

m LIP/UPV, or can install its

16
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Processing EGI requirements;

iImplementing solutions

Developer
teamsin
TNA3.4

HUCs

EIROs
)
EEF
Input Channels EGI External
for User Requirements Technology
VOs requirements T k Providers
racker
NGls - ~—
/ N * EMI
ESFRIs 5 I—‘ *IGE
I | * SAGA
-1 L —
AN 7 « Permanent storage for requirements
\
EGI He/lpdesk o Complete transparency
(GGUS system) — For user, NGIs & technology providers

* Requirement submission interface

GridKa School 2011 17
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Logged in as reisser | F

Search...

| [Newtick

onal Tools - Projects
10 highest priority tickets I own Edit Reminders
A ; .
10 newest unowned tickets Edit Quick search Edit
# Subject Queue Status Craated Queue new open stalled feedback
2809 UMD /f Software Provisioning related Support Unit requiremants new 56 min ago  Take inspire-jral 10 12 0 0
2808 Staged Rollout: EMLarc-ce.sl5.x86_64-1.0.1 (RT #2702) staged-rollout new &6 min ago Take inspire-sal-leaders 7 9 0 0
2807 Staged Rollout: SAM Update 13.1 (RT #2300) staged-rollout new 2 hours ago Take noc-managers i} 3 i} i}
2787 Regional GOCDB: Use case2 - Regional stand-alone GOCDB requirements new 4 days ago  Take operations 3 3 0 0
2736 Request to mailing list Noc-managers rejected inspire-sal-leaders new 2 weeks ago Take ops-tools-roadmap 3 1 i} i}
2735 Request to mailing list Noc-managers rejected inspire-sal-leaders new 3 weeks ago Take otaq 12 2 0 0
2726 IGE-1 re-submission saz2-umd-rel (pending 4 other tickets) 3 weeks ago Take requirements 102 160 3 i}
2712 Quick identification of users affected in an SE intervention requirements new 2 weeks ago Take sa2-umd-rel 0 6 0 0
2707 EMLvoms.sl5.x86_64-2.0.1 sw-rel open 2 weeks ago Take staged-rollout 2 9 i} i}
2705 EMLarc-gridftp.sl5.x86_64-1.0.1 sw-rel open 2 weeks ago Take sw-rel 0 18 0 0
-~
Bookmarked Tickets Edit Dashboards Edit
I Name Subscription
N Software Provisioning Dashboard None
Quick ticket creation All None
NAZ None
Subject: | | UMD None
———— - Operational Tools None
Queue: | inspire-jral |Z|| Owner: Projects None
Reguestors: |sabine.reisser@kitedu | Vos None
Content: NGIs None
HUCs None
WeNMR None
Life Sciences Grid Community None
WLCG None
Astronomy & Astrophysics None
Computational Chemistry None
Earth Sciences None
eHumanities None
Hydro-meteorology None
AllStatus None
New None

EGI-InSPIRE RI-261323
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Logged in as reisser | F

Search.. | [MNewtick

New Search - Edit Search - Advanced - Show Results - Bulk Update - Graph

Add Criteria

&
&
5
w
=1

[]

Subject E
Queue

] |

IE:

5

EHII%
L
]

Status

=]

Owner

| Reguestor EmailAddress |Z||

=] |
before Calendar
] [ ]

ess than Minutes |Z“

[ ] “

Created

!
Al
2}

[x]
IaE
w
1

Time Worked

Priority |E|

HasMember

less than

!!

[]

Saved searches

Aggregator @ aND ©'OR

Privacy: | My saved searches |Z||
Description: | | " Save "
| Add these terms and Search | | Add these terms |
- Sorting Load saved search: | My saved searches [

Order by: | id |Z||| Asc |Z||
[none] |Z||| Asc |Z||
[none] |Z||| Asc |Z||

| [none] EH Asc E|
Rows per page:

[J L] [L [2] [enwor] oo

Display Columns

Add Columns: Format: Show Columns:
E B — g E
QueueMame [ ' Subject [
Subject Title: _ ,_l Status
Status - [ - CueneMNamea -

GridKa School 2011 19
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RT Dashboards

all-sso-guest DashBoards

# Name Subscription
704  All None
1034 NA3 None
1036 UMD None
1039 Operational Tools None
1042 Projects None
1044 VOs None
1047 NGIs None
1048 HUCs None
1054 WeNMR None
1084 Life Sciences Grid Community None
1092 WLCG None
1093 Astronomy & Astrophysics None
1004 Computational Chemistry Mone
1095 Earth Sciences None
1096 eHumanities None
1097 Hydro-meteorology None
1184 AllStatus None
1185 New None

GridKa School 2011 20

EGI-InSPIRE RI-261323 www.egi.eu



e What offers KIT?
— GGUS - the EGI helpdesk
— XGUS — a helpdesk template

GridKa School 2011
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Submit ticket

Support staff

Mavigation on top

EGI-InSPIRE RI-261323

Welcome to GGUS - the E &1 Helpdesk

Tickets @ GGUS

GGUS tickels for Sabine Reiler
I Status Date Info

» 73717 assigned 2011-08-22  hitps./'wiki.egi.eu’ not reachable
* Show my complete ticket list (openfclosed/subscribed)

» Search ticket database

Latest open tickets

I WO Info

» 73924 none NAGIOS *org.zam.CE-JobSubmit-fops/Role=lcgadmin® ...
BT none NAGIOS *org.zam.CREAMCE-JobSubmit-'ops/Role=lcgad. ..
3 e NAGIOS *ury.sam. CREAMCE-JubSubmil-'vpsiRule=lcyad. ..
BT none NAGIOS *org.gstat. SantyCheck® failed o1 ce.grid....

» 73919 none NAGIOS *org.bdii.Entries*® failed on ce.grid.ac.me...

» 73912 aths failing -ransfers from UKFNORTHGRID-MAMN-HEP to CE...
» 73917 aths failing -ransfers from UKFNORTHGRID-LANCS-HEP to ...
* T30 Ihck Mileta cborted ot cream(1.leg.cace.ch CECS-LCGC2

¥ 73915 none Access to SAN

» 73914 aths Inwalid SR version [] for endpoint [J from DESY-H...

* 735 aths TECHMION-HEP failed to contact on remoe SRM

73912 cCms Defaut LCAS/LCMAPS jlobus callout log levels are ...

* 730 atlaz [INWALID SLFE] dest ination file zize returned by ...

BT = aths gridftp_copy_wait: Coniection timed out at AGLTZ2

» 73905 none [ETICS] Support for muliple srpms

vy w

GridKa School 2011

Latest news

Mo latest news at the moment.

GGUS tools/reports

» Repnrt Generator

» GGUS ticket @imeline toaol - TTT
» Escalation reports

» Metrics reports

GLGUS development plans

» Description of development procedures

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

» Oingoing worklist & Release Motes

GGUS Search
» Special GGUS hints

» Documentation
» FAQ and external documentation links

22
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Mavigation on top

Submit ticket

User information

Name Sabine Reiler E-Mail sabine reisser@kit ed.|

Motification mode ? @ or solution CC to ?
) or every change
2 never

Problem information

Date / Time of Problem 011 +-08 «-30 ~/ 09 -~-20 - UTC

Affected SITE - Affected ROC/NGI -
Concemed VO none - VO specific Dyes @ no
Does it affect the whole DSTE DROCNGI VO @ don't know/ncne of those

Short cescrption (required)

Describe your problem
providing the infurmation
listed kere ?

Command used
Crror message you obtain

05, Middleware
Application version

Type of problem please select - Priority ? less urgeni -

Attach File(s) Durchsuchen Durchsuchen
(max. 4 “Duchsuchen_| usheucher_|

Routing information Expert optior, please set this option only if you know what it m=ans.
Matify SITC = - OR  Assign to ROC/NGI -

GridKa School 2011 23
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GGUS ticket search engine

show columns in search result

Ticket ID: Status: ? Open states -
Support Unit: all - Priority: al A
Concemned VO: ary - Type of problem: all -
- s ”
Keyword:
Involved supporter: 2 ) Creation date lastwesk -
Assigned to person: 2 ) All tickets from day ~ month ~ year - esetnow
Matified Site: - to ? day + month - year « eset now
Special attributes none - ) Untouched since 30~ August ~ 2011 ~
(ALARM / Master etc.)
show/save search result as: CSV | HTNL | XML | PDF
Ticket-ID Type Concerned VO Notified Site Priority Resp. Unit Status
tavlgatoniomiop 73024 none GRISU-COMETA-UNIPA, urgent NGLIT assigned
73923 none GRISU-UNINA urgent NGLIT assigned
73822 nene UKHLTZ-UCL-HEP urgent ROC_UK/reland assigned
73920 none MREN-01-CIS urgent NGI_ME assigned
73919 none MREN-01-CIS urgent NGI_ME assigned
73318 atlas CERN-PROD urgent ROC_CERM assigned
7317  ICEEEE atlas CERN-PROD urgent ROC_CERM in progress
73916 lheb CSCS-LCG2 urgent NGI_CH in progress
73915 none less urgent SAM/MNagios EGl Support waiting for rephy
73514 T atlas DES™Y-HH wery urgent NGI_DE in progress
73913 atlas TECHNION-HEP Wery urgent NGI_IL waiting for rephy
73912 cms less urgent DMSU assigned
73811 m atlas INFN-MILANO-ATLASC less urgent NGLIT assigned
73808 atlas AGLT2 less urgent 0SG(Prod) in progress
73905 none less urgent ETICS ®assigned in progress
73004 none USC-LCG2 urgent NGI_IBERGRID kaszigned waiting for rephy
73901 none less urgent  SAM#Nagios EGl Support rassigned in progress
738389 none urgent ROC_CERN assigned
73894 none INFN-TORINO urgent NGI_IT aszzigned
73891 none urgent DMSU assigned
73850 Ihch CYFROMET-LCG2 urgent NGI_PL assigned
73689 Ihek GRISU-CYBERSAR-CAGLIAR]  urgent NGLIT assigned
73388 none INFN-CNAF-LHCB urgent NGLIT assigned
73887 none GRISU-UNINA urgent NGI_T assigned
73386 none GRISU-SPACINAPOLI urgent NGLIT assigned
73385 none GRISU-COMETA-ING-MESSINA urgent NGLIT assigned
e | T 73884 none GRISU-COMETA-INFN-CT urgent NGI_IT aszigned
i 2l - 73883 lheb CBPF uraent ROC LA in oroaress

EGI-InSPIRE RI-261323
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» Lnset

» unset

Date
2011-08-30
2011-08-30
2011-08-30
2011-08-30
2011-08-30
2011-08-30
2011-08-30
2011-08-30
2011-08-30
2011-08-30
2011-08-29
2011-08-29
2011-08-29
2011-08-29
2011-08-29
2011-08-29
2011-08-29
2011-08-29
2011-08-29
2011-08-29
2011-08-29
2011-08-29
2011-08-29
2011-08-29
2011-08-29
2011-08-29
2011-08-29
2011-08-29

Last Update
2011-08-30 09:16
2011-08-30 0:00
2011-08-30 08:53
2011-08-30 08:22
2011-08-30 08:21
2011-08-30 09:20
2011-08-30 09:22
2011-08-30 07:38
2011-08-30 08:12
2011-08-30 07:25
2011-08-30 03:43
2011-08-30 086:55
2011-08-29 19:08
2011-08-29 186:17
2011-08-29 14:14
2011-08-29 18:48
2011-08-29 14:03
2011-08-29 11:24
2011-08-28 10:24
2011-08-29 09:31
2011-08-29 09:05
2011-08-29 08:54
2011-08-30 09:10
2011-08-28 12:40
2011-08-29 12:42
2011-08-29 08:43
2011-08-20 08:43
2011-08-29 14:25

TicketdD V| Type [¥| Concemed VO [¥|Natified Site [ Priority ¥/Resp. Unit [/ Status ¥/Date v/Last Update [¥/Info

Order tickets by Ticket-ID -

descending -

Info
NAGIOS *org.zam.CE-JobSubmit-'ops/Role=lcgadmin® ...
NAGIOS *org.zam.CREAMCE-JobSubmit-/ops/Role=lcgad...
NAGIOS *org.zam.CREAMCE-JobSubmit-/ops/Role=Icgad...
NAGIOS *org.gstat. SanityCheck® failed on ce.grid....
NAGIOS *org.bdii. Entries* failed on ce.grid.ac.me...
failing trans fers from UKI-NORTHGRID-MAN-HEP to CE...
failing trans fers from UKI-NORTHGRID-LANCS-HEP to ...
Pilotz aborted at cream01.leg. cacs.ch CSCS-LCG2
Access to SAM
Invalid SRM version [] for endpoint [J from DESY-H...
TECHNION-HEP failed to contact on remote SRM
Default LCAS/LCMAPS globus callout log levels are ...
[INVALID_SIZE] dest ination file size returned by ...
gridftp_copy_wait: Connection timed out at AGLT2
[ETICS] Support for multiple srpms
NAGIOS *org.sam. SAM-GetSURLs-fops/Role=lcgadmin® ...
Includie EGl services in hitps:fops-monitor.cern.c...
new site bdii for RO-01-ICI :: update top BON con...
NAGIOS *org.sam.CREAKMCE-JobSubmit-fope/Role=Icgad. ..
CREAM CE Database contains tons of garbage
Pilotz aborted at cream. grid. cy f-kr.edu.pl CYFROMNE...
Pilots aborted at ce-cyb.ca.infn.it GRISU-CYBERSAR. ..
NAGIOS *org.apel APEL-Pub® failed on ce01-lhcb-2...
NAGIOS *org.apel APEL-Pub* failed on grisuce.scop...
NAGIOS *org.apel APEL-Pub® failed on spacina-ce.s...
NAGIOS *org.apel APEL-Pub® failed on unime-ce-01....
MNAGIOS *org.apel APEL-Pub* failed on infn-ce-01.c...
Production iobs failed. milots aborted at CBPF

www.egi.eu



XGUS — helpdesk template

XGUS provides easy access to an own
helpdesk system for NGIs or User
Communities

— GGUS Interfaced

— Administration (support units, problem types,
etc.) via web

— No local deployment/installation: Operation and
maintenance at KIT

GridKa School 2011 25
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 helpdesk.aeqis.rs

e Xgus.ggus.eu/igalc

e Xgus.ggus.eu/ngi_ch
e support.africa-roc.org
 helpdesk.ngi-de.eu

GridKa School 2011 26
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xGUS Homepage

http://xgus.ggus.eu

e Screenshots
e List of Instances

Introduction

e Test Instance o

Testbed instance The xGUS paortal is a template framework for a helpdesk systern. It is based on the BMC Remedy Action Request system with an
Oracle database for the tickets and a MySQL database for news and user administration.

LEGALS | SITEMAP | HOME

XGUS - a helpdesk template

How to geta xGUS

instance The portal brings a lot of features which are suitable to provide effective user support. Users can enter the portal automatically, if
. OW O e a n Comtact they have their grid certificate imported into their browser, or via login and password. They can submit a ticket via a form and
classify their problem by setting e.a. a 'type of problem’, an 'affected site’ or a priority. The ticket gets assigned to the appropriate
support unit by the First Level Support. The responsible support unit gets informed via email about open tickets. The user can

choose wether he wants to stay up to date about the whele working process or enly get netified if the problem is solved. Users or
support staff can also use an email interface to add comments to the ticket. When replying to an email received from the helpdesk,

- the answer text is added to the ticket history.
Support staff can create relations between different tickets. If several tickets depend on the solution of anather one, they can be
marked as slaves. When the master ticket is solved, the solutien is transferred te the slaves and they are selved automatically. If
one ticket depends en the solution of several other tickets, these tickets are marked as children of this ticket. Cnly when all of the

child tickets are solved, the parent ticket can be solved, too.
With the news module, which is included in the portal, maintenances, downtimes or events can be announced easily via the portal.

- An RSS feed for news can be subscribed by portal users to stay up to date.

. Registered users can view tickets of their personal interest on their dashboard.
Subscription to a ticket triggers email notifications about ticket updates for interested users who are not the submitter.
Tickets which can not be solved within the helpdesk instance, can be duplicated to GGUS. All changes which are made in the GGUS
system are also synchronized to the original ticket.
The xGUS instance is a tool to track and document problems. It can be used to gain statistics about upcoming problems.
Running on the same system, adjustments concerning the relationship and the interface between GGUS and xGUS can be made
quickly and efficiently. Clients are not obliged to care about technical details of their helpdesk system. All server related issues are
handled at the KIT, as well as the operation and maintenance of the helpdesk portal itself.
Portal administrators can customize the portal via a web interface. They can set links on the portal which are helpful for users like
documentations or other relevant web pages, define the list of selectable problem types, WOs and sites and add er modify support
units.

The xGUS framewark provides NGIs or user communities with their own, independent helpdesk system with many helpful features.

They can benefit of the experience gained ower several years in the GGUS team instead of starting from scratch with a new
helpdesk system. Their User Support can be integrated into the existing and well-established structure with GGUS at the center. All

GridKa School 2011 27
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 EGI coordinates user support activities
and provides tools such as requirement

tracker, training marketplace, AppDB,
Services for VOs

www.edl.eu/user-support/

28
www.egi.eu
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« GGUS is the helpdesk for problems with
the production infrastructure

helpdesk.eqi.eu

« XGUS Is a helpdesk template with the
purpose to quickly generate a helpdesk
portal for NGls or User Communities

NANITLIC MNMNLIC NI
XQUS.ggus.eu

GridKa School 2011
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Thanks for your attention!

GridKa School 2011




Wiki.eqgl.eu

VO Services/Services and Tools Portfolio

Contents [hide]

1 VO Job oriented tools
1.1 Job management
1.1.1 Ganga
1.1.2 Diane
1.2 Job monitoring
1.2.1 MiniDashboards

1.3 Data Management
1.3.1 Data Browsers: VBrowser
1.3.2 SE intervention: LFCBrowseSE

2 VO infrastructure oriented tools
2 1 Infrastructure monitoring

2 1.1 Service Availability Monitoring (SAM) for VOs
3 VO Administration oriented tools
3.1 Administrative tools
3.1.1 VO Admin Dashboard
4 Service provision summary table
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NA3 Overview

) wp Beneficiary Total PMs WP Beneficiary Total PMs
36 Countries 02 e e WP3-E EGl.eu 201 WP3-N NCF 9
. .. ' e I ~ WP3-E csIC 12 WP3-N RENAM 9
37 Beneficiaries ' . ~ WP3E GRNET 47 WP3-N SIGMA 27
1379 PMs Iy WP3-E LIP 12 WP3-N STFC 28
. "% 5 : WP3-E STFC 23 WP3-N SWITCH 8
28.7 FTEs A g | WP3-N ARNES 19 WP3-N TCD 14
\ ' WP3-N CESNET 28 WP3-N TUBITAK 36
WP3-N CNRS 54  WP3-N UCPH 20
WP3-N csc 24  WP3-N ucy 8
WP3-N csic 27  WP3-N Ul SAV 38
WP3-N  CYFRONET 35 WP3-N UPT 24
WP3-N E-ARENA 7 WP3-N VR-SNIC 9
WP3-N GRENA 6 WP3-N VU 15
WP3-N  IIAP NAS RA 6 WP3-N ASGC 121
WP3-N INFN 40 WP3-N ASTI 220
SA3 NA3 Effort WP3-N IPB 16 WP3-N ITB 10
o JRAL NAL WP3-N lucc 13 WP3-N KISTI 28
SA2 8% NA2 WP3-N KIT-G 66  WP3-N NUS 24
o \ 3% 4% 9% WP3-N LIP 28 WP3-N UPM 12
5% ° WP3-N MTA KFKI WP3-N NECTEC
TNA3.1 Activity Management ve Brewer, EGl.eu
TNA3.2 User Community Support Team Steve Brewer, EGl.eu 34
TNA3.3 NGI User Support Teams Gergely Sipos, EGl.eu 39

Technical Services Marios Chatziangelou, GRNET 23
EGI-InSPIRE RI-261323 www.egi.eu




Integrate current and future use

e Activity Management (NA3.1)

e User Support Coordination (NA3.2)
* ucst@egi.eu
* Ensures the flow of information,
knowledge and solutions among
stakeholders

Support teams (NA3.3)

NGI User Support Teams
Experts

e Site administrators

e Projects with focus on
specific areas. e.g. EDGI;
MAPPER; StratusLab

Processes (NA3.2)

* User Community
Board (UCB)

e VRC accreditation

 Requirements

Technical services (NA3.4)

. ngel‘ibcaa;c:eon processing
VO services Services Loosioss 'ga'n'ng working
roup
. . ) '
. I;lamkmg | - e User Services
arketplace Advisor
y Group
 Requirements Tracker (USAG)
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A virtuous service cycle: current

communities

opean Grid Infrasty,,,. ct
Ecosystem

Resource /M
Providers ¥ 4283 OLAs

% New User

Communities
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Grid Infra
Ecosystem

Current User

W Communities

Resource
Providers

4
MOUS & OLAS |

Technology
Providers
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New user communities: gathering

new requirements

What makes up a Virtual
Research Community?

VRCs provide EGI with:

- Requirements

. . - Applications and

D D tools
Isccve r eSIgn - Data collections

- Training modules

- Virtual Organisations Integrated Services . Success stories
- Malllng lists e Human - Experts
- Workshops e Technical - Users
- Forums
e Infrastructure
- Blogs
- Projects

EGI offers VRCs:

- Shared stories
- Best practices
- Collaborations
- Laboratories
- Partnerships

Easy to use infrastructure

Grid-ready applications

Training resources

Help and support

- Involvement in open
development processes

- Workshops and forums
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 EGI helpdesk
— Technology helpdesk

e NGls -> xGUS
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