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New Remote Support capabilities 
enhance service effectiveness 
To improve the ef fect iveness of serv ice del ivery 
to our cus tomers , Cray Research has e m b r a c e d 
new technolog ies to prov ide our service personnel 
wi th an a d v a n c e d remote serv ice env i ronment . 
With your consent , this env i ronment a l lows us to 
troubleshoot, monitor, and perform key maintenance 
functions on your Cray Research computer systems 
f rom a remote locat ion. 

Remote Suppor t is a serv ice tool d e s i g n e d to 
reduce the t ime required to fix any p rob lems which 
might occu r with your Cray Research sys tem. 
Ava i lab le at no extra cost to you , the Remote 
Suppor t sys tem enhances serv ice to your super-
c o m p u t i n g env i ronment regard less of the serv ice 
opt ion you have se lec ted . 

For examp le , if you have se lec ted onsi te suppor t , 
the Remote Suppor t tool al lows us to app ly our 
large techn ica l suppor t pool qu ick ly to any g iven 
p rob lem, regard less of the locat ion of your site or 

the techn ica l resource. Backed by the c o m b i n e d 
forces of our Customer Serv ice Division, release 
3.0 of Remote Suppor t he lps ensure that you get 
the most f rom your Cray Research sys tem. 

If you have se lec ted offsite suppor t , the Remote 
Suppor t sys tem al lows us to d iagnose p rob lems 
before your Customer Service representat ive 
arrives at your site. This capabil i ty helps us expedite 
repairs and ensure that requi red spare parts are 
on hand . 

Keeping your supercomputer productive 
The Remote Suppor t 3.0 sys tem uses state-of- the-
art technology to prov ide the fol lowing advantages: 
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Increased system availability. In many cases, 
remote suppor t capabi l i t ies will al low Cray 
Research to app ly extensive resources to a 
p rob lem and return the system to you in a more 
t imely manner . 
Increased service expertise. By connec t ing 
your sys tem to a Cray Research serv ice center, 
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the Remote Suppor t system prov ides a c c e s s to 
cent ra l ized hardware a n d sof tware suppor t 
specia l is ts . 

• Faster response to potential problems. Should 
you al low Remote Suppor t for your sys tem, 
automat ic not i f icat ion of sys tem errors ensures 
that serv ice personnel can respond quick ly . 
(Avai lab le mid-1991. ) 

• Timely and accurate spare part delivery. By 
d iagnos ing system prob lems remotely, serv ice 
personnel can del iver and install app ropna te 
rep lacement parts in a t imely manner . 

Fully functional remote capabilities 
Cray Research has great ly e n h a n c e d the c a p a ­
bil it ies of Remote Suppor t s ince its in t roduct ion 
in 1989- Release 3.0 of Remote Suppor t enab les 
se lec ted off-site personnel to connec t to the 
ma in tenance workstat ion (MWS) at your site and 
per form the fo l lowing funct ions: 

• D iagnose system fai lures 
• Perform hardware and sof tware ma in tenance 

concur ren t wi th cus tomer operat ions 
• T a k e sys tem componen t s in and out of the 

UNICOS opera t ing system 
• T r a n s f e r Cray Research files to and f rom the 

cus tomer site 
• Install sof tware modi f ica t ions 
• Monitor hardware per fo rmance 
• Monitor, shut d o w n , or restart the UNICOS 

opera t ing system 

Remote Support 3.0 features 
In add i t ion to p rov id ing access to off l ine and 
onl ine d iagnos t i c tools, Remote Suppor t 3.0 
inc ludes the fo l lowing features: 

n Pager service. To notify site personnel of system 
errors a n d alerts, the system can automat ica l ly 
act ivate page rs car r ied by site suppor t staff 
(avai lable 12/91) or service center staff (avai lable 
m id -1992) . 

n Automatic notification. The sys tem can be 
con f igu red to notify Cray Research serv ice 
personnel when certa in cond i t ions occu r as 
de tec ted by the SMARTE moni tors. If remote 
t ransmiss ion is e n a b l e d , the sys tem transmits 
an alert packe t to an off-site Cray Research 
locat ion. (Avai lab le mid-1992. ) 

n Multiprocessing capabilities. This feature al lows 
remote users to create, contro l , execute , and 
v iew mult ip le MWS p rog rams . 

Multiple security layers 
To protect information at your site, the Remote 
Suppor t sys tem uses a Telebit NetBlazer that 
emp loys the fo l lowing secur i ty features: 

\J Login and password. A p rede te rmined ID and 
password must be answered when connec t ing 
one NetBlazer to another. 

D Encrypted code exchange. Only author ized 
users can dial into the NetBlazer. An enc ryp ted , 
random-genera ted number cha l lenge is 
p resen ted to all connec t ion requests after they 
have been successfu l ly authent ica ted by the 
password and login sequence . The remote 
requestor must respond to this chal lenge correctly 
to successful ly complete the connect ion, wh i ch 
p rompts for the login and password . 

\J Restricted route broadcasting. The Rout ing 
Information Protocol (RIP) in the NetBlazer can 
be turned off, in wh i ch case the NetBlazer does 
not b roadcas t its add ress or a c c e p t any rout ing 
informat ion b roadcas t f rom other routers on any 
networks, 

• IP packet and port filtering. IP packet fi lters 
enab le you to contro l IP traffic into a n d out of 
your NetBlazer, 

\3 NetBlazer access control. Under your contro l , 
the NetBlazer can be enab led or d i sab led . You 
can c h a n g e this conf igurat ion to accep t cal ls 
when remote suppor t f rom Cray Research is 
n e e d e d . 

Systems supported 
Currently the remote service environment suppor ts 
the fo l lowing systems running release 6.0 or later 
vers ions of the UNICOS opera t ing system: 

• CRAY X-MP EA 
• CRAY Y-MP 
• CRAY Y-MP EL 
• CRAY Y-MP 2E a n d CRAY Y-MP 4E 
• CRAY Y-MP 8E a n d CRAY Y-MP 81 
• CRAY Y-MP C90 

For more informat ion on Remote Suppor t , p lease 
contact your Cray Research service representat ive. 
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