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1. Access the SANBlaze JIRA Web Page

You can access the SANBIaze JIRA web page with following URL:

https://sanblaze.atlassian.net/servicedesk/customer/portals

The following categories display. Select the category most closely related to your request.

x Technical support
Need help installing, cenfiguring, or troubleshooting? Select this to request assistance.

- Report a bug
W Telusthe problems you're experiencing.

e Suggest a new feature
Let us know your idea for a new feature.

- Licensing and billing questions
Choese this if you have questions about licensing or billing.

(\. Other questions
o2 Don't see what you're locking for? Select this option and we'll help you out.

2. How to Post a JIRA for Technical Support or Report a Bug

Technical support and debug involve the interactions between users and SANBIaze technical support
engineers. It is very important to describe the problem clearly, duplicate the problem, post relative test
scripts, test commands/sequences, test results, and provide tracing reports and system log files, which
will be very helpful for SANBlaze engineers to locate the failure quickly, get to the root cause of the
issue, and provide solutions.

2.1 Describe the Problem

Describe the problem clearly and briefly in the “Summary” entry of the JIRA as follows:

SANBlaze Help Center / SANBlaze

saoze - SANBlaze

Welcome! You can raise a SANBlaze product request from the options provided.
What can we help you with?

) Report a bug

z X w
‘ Tell us the problems you're experiencing.

Summary
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2.2 Provide Symptom

Describe the issue in detail and how to duplicate the problem in the “Symptom” window as shown
below. It should include related test script name, test commands given in the sequence they were
performed, and any failure patterns that were shown in the output. If the commands were performed in
the CLI, please also use the date command at the CLI prompt and copy and paste the date, commands
performed, and output into the Jira.

Symptom

2.3 Select Components
Select any related components such as hardware or software issue, for example.

Component/s

VirtuaLUN Software
SBExpress Hardware
Embedded Product Hardware
Embedded Product Software

Public website

2.4 Extract Necessary Tracing Reports and System/Software Logs

In general SANBIlaze technical support engineers have no way to access users’ testers and drives because
of company firewall protocols and security concerns. The failure test results, tracing reports, and
system/software logs are the most important data for SANBlaze engineers to debug the issue quickly.

2.4.1 How to Extract System/Software Log Files

After duplicating the failure in the steps above, extract the system/software log files as follows. Click the
IP button like “192.168.100.111 vlun-111" in left-hand menu, then click the Export Logs button on the
right side.
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sansigze

£ Z_ SANBIaze ViruaLUN SANBlaze VirtuaLUN

- Z Multi-System Manager Select an item on the image map to view settings
- & Multi-System Targ Setup

- & Mulfi-System Init Setup

- 4% Multi-System Init Start

-, Multi-System Overview
[ Multi-System Status
SBExpress Manager

-0, system Ovenview

- [ system Devices

g' 2‘(::23;:\5;? vlun-111 V8.1-64-dev

- [ElTracing 192.168.100.111

}-- & Configuration 192.168.100.1 AC:1F:6B:45:07:58

Ij} [ user Management
}, 3§ Maintenance (S02448)
EXPIRING 500N

[ PoweroffiResat

~[E] user Guide (targ)

-~ [E User Guide (init)

- [E] cu User Guide (targ)
B cur user Guide (init) Auto-Refresh
2] Release Notes system Change Fast-Mode [
-5 User Guide PDFs Show-Init [
6%

Errors: [ Wamnings: [ Edit
Infarmation: [ Export Logs

Enable: L) Allow Remote Systems to Control: ] Control Other Systems: [
]

Apply Cancel
Total=61894MB Allocated=0MB

This will save the system/software logs as file logs.tz in your Downloads directory.

255.255.255.0
127.0.0.1
10/04/2019
(GMT -5:00) US & Canada Eastern Time
0.fedora.pool.ntp.org

01:15:46 PM

192.168.1.11

View Delete

Mvirtualun/log/messages

2.4.2 How to Pull Test Results

If you ran a script and got a failure, you can save the failure test output as follows. Click “SBExpress
Manager” on the left-hand side of the menu, select the failure target, check the failure test checkbox,
and click the Report button as shown highlighted in red below
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[ Tempz | F
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Ident
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Ident [

Ident o

Ident o
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Single
12364V
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Single

12 344V
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Single
0.000V

Single
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1

0d:00.0
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7
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& Quarch Setup.
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[ElTracing

" Configuration

- [ User Management
o

[0 PovieromReset

) User Guide (targ)

= User Guide (init)

) G User Guide (targ)

=) CLI User Guide (init)

Y Retease Notes

. Uiser Guide PDFs.

8:1 9:1 10:1 11:1 12:1 Y

20 [ 4+t

27:1 28:1

51 6:1 7:1
29:1 30:1 31:1
[[Rerort]] SANBlaze[1]0][100][1] Vendor=NVMe Product=INTEL
Controller
®100 OAl |

o 1

25:1 26:1

System Index
®10a1

NVMe Initiator
@ Oal

®1 Om |

[Show 5 v entries
Al # ¢ Seq 4 Name & State ©

| l\ZI || 1 | 1 | NVMe_lIdentifyController sh -

EnfAllowed ¢
0/0 |

Pass/Passes ¢ Sec/Pass ¢

n | 1 |

This displays another window as follows:

I_ SANElaze Test Report Device SB1 Port0 Target100 Devicel SNETPY65140K0Z128A - Goegle Chrome

@ Mot secure | 192.168.100.111 /rest/sanblazes/1/ports/0/targets/100/luns/1/BTPY65140K0Z 128A_44.html

m SANBlaze[1][0][100][1] Vendor=NVMe Product=INTEL SSDPEKKW128G7 SN=BTPY55140K0Z128A Rev= PSF109C

Summary of tests for device BTPYB5140K0Z128A

=
=
=
=

Oct03_15:48:24

QOct03_15:48:25

NVMe_ldentifyController.sh Passed |0/0 1 1

Test Totals 0 0 0 0

Click the Detail button above to display the detailed report (shown below):

I_ SAMElaze Test Report Device SB1 PortQ Target100 Devicel SMETPY65140K0Z128A - Geogle Chrome

@ Mot secure | 192.168.100.111/rest/sanblazes/1/ports/0/targets/100/luns/1/BTPY65 140K0Z128A_45.html

SANBIlaze[1][0][100][1] Vendor=NVMe Product=INTEL SSDPEKKW128G7 SN=BTPY65140K0Z128A Rev= PSF109C

Summary of tests for device BTPYG5140K0Z1284

1 1 NWMe_|dentifyController.sh Passed 0/ o 1 1

Ivirtualun/webs/webl/rest/sanblazes/1/ports/0itargets/100/luns/1/tests/1/INVMe_ldentifyController.sh.log
Thu Oct 03 15:48:23 2019 INFO: Starting NVMe_ldentifyController.sh start Version V1.0.3

Thu Cct 03 15:48:24 2018

Thu Cct 03 15:48:24 2019 ACTICN: Issuing command

'python NVMe IdentifyController.py -p 0 -t 100 -1 /virtualun/webs/web/rest/sanblaze:

Select the Print button above and select Save as PDF to save the test results into a single PDF report

that you can attach to the Jira.
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2019-10-03 15:48:24 = ======= === === == = = = = Test IdentifyController : BEGIN = =========== === == = = =
VID = 0xB08é
SSVID = Ox8086
SerialNumber = BTPY65140K0Z1284
ModelNumber = INTEL SSDPEKEW12E8G7
FirmwareRev = PS5F108C
RRB = 0x06
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More settings A

m cance'

S — it @
-

FRTRT.TYPR = Awnn

2.4.3 How to Pull Tracing Report

Before duplicating the failure, stop and clear current tracing: Click Tracing on the left-hand menu, then
click Stop Tracing and Clear Trace until you see the tracing window is cleared and the button shows up
as Start Tracing.

* € O Notsecure | 192.168.100.111/home asp * @5 0
5 Z SANGHTE VsLUN WL

Z vt Syste Mansger

£ 1t Sy Targ S Control All Ports ¥ View Last500 Lines ¥ Target Al ¥ LN Al v =]

# i System kit Sebp

46 Mt System it St

YT E————

[E mutisyaen stanas

53 SBExress Manager

5 182 158 100 111 111

4 oo Crick Sebp
g insato Caick Stat
CQ 5ystom Overview
[ system Devices

4 9 Guarch Sehup

Export Full Trace

5] 1 User Guise sy
1 €L User Guice )
2] Reoase totes

5 User Guide POFs

Click the Start Tracing button (the button will change to Stop Tracing). Now run the same test to
duplicate the failure.

Once the failure is duplicated, click the button Stop Tracing, then click the Export Full Trace button and
it will save as file trace.zip in your Downloads directory.
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3. Attach Necessary Files and Logs into the JIRA

Attach the necessary scripts, commands issued and their sequence, test results, tracing reports, and log
files into the JIRA using the Attachment window. The following attachments are expected:

Test script for duplication (if available)

System/software log file logs.tz from section 2.4.1 above

Test results file from section 2.4.2 above, or screen shots if run command sequence to duplicate
Tracing report file trace.zip from section 2.4.3 above

You can drag or drop these files in JIRA “Attachment” area below:

Attachment

Drag and drop files, paste screenshots, or browse

Browse

After attaching the necessary files and logs into the JIRA, click the button Send to send to SANBlaze
technical support engineers for review.
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