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4 Jira Service Management

This guide is designed to give new users of Jira Service
Management (JSM) a headstart.

JSM is primarily used by IT teams, but it is becoming
more popular among business teams, e.g. HR,
Finance, and Legal, where requests are frequent and
often dealt with over email.

Whilst this guide aims to help new users get started, —

a JSM training course is highly recommended.
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Getting started
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To make the most of JSM projects, there are a few things to Kick this off with a spreadsheet — create a table like the one
consider... shown below to collect all of the information. For details like

. . ossible applications or departments, provide a list:
First, decide on the use and ‘customers’. Customers can be P pp P P

anything from external users assisted by an IT Support team

to internal users within a Legal or HR department. Next, Request Information Mandatory
decide how you want your customers to interact with name needed/liked field

the team to determine who has access to the project and to complete

the available methods. Then, review the types of requests the work

and the information required to do the job. The best
course of action is to look at previous requests and build
a catalogue, which is effectively an open list of work
customers can browse and choose from. A well-defined Description Yes
request catalogue helps:

Getting error when Summary Yes
accessing a system

What System? Yes

-Jira
. o - Confluence
« Reduce the load by identifying requests that take Bitbucket
. . - Bitbucke
the most resources, either by automating
. . . . - StatusPage
laborious tasks or improving documentation. .
- Opsgenie
« Collect all of the necessary information on a request
Error code No

form to complete a job. If it's a new user/starter,
a description box won't help, instead, consider Attachment No
creating specific fields to capture important info
. Get access to a system What system?  VYes
such as the start date, line manager, team, etc.
. Justification Yes
« Automate task opportunities in the future.

Line Manager Yes
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Now you can create your first JSM project! Start by going
into Jira, click ‘projects’ at the top, and ‘create project’.
You will then be prompted for the ‘type’ of project. Note:
You may need an Admin to do this for you.

Templates are a great starting point; create basic workflows
and insert common requests for the project type. Tip: Click
on each arrow for a breakdown of the template features.

Jira Service Management

Deliver great

IT service management ESEEEEE)
Hand requests, resc .

General service management
faraie ol o s e .

Customer service management
Deliver gr : 1 mplat

HR service management
fanage onbos fiboard

Facilities service management
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Configuring your project
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Once you’ve created the project, you can configure
the settings.

The following changes are made in the ‘Project Admin’.

Speak to a System Admin for assistance.

Customer permissions

To configure customer permissions, go into

the project and select ‘project settings'’ in

the bottom left-hand corner. Click ‘customer
permissions’ towards the top to assign who can
raise tickets for the project and who can share
them. If used, ‘Organizations’ provides a collection
of customers visibility over tickets.

Channels

Channels are options that connect customers.
Choose from ‘email’, ‘customer portal’, ‘widget’, or
a combination.

Email

To provide customers with an email to raise
requests, head to the ‘email request’ tab
halfway down ‘project settings'.

On Cloud, Atlassian provides a default email,
but if you'd rather use your own, choose

the appropriate button at the bottom of

the page and follow the on-screen instructions.

Once connected, you can link to a request type.
To do this, click ‘..." towards the top on the right
hand side and select ‘configure email request
types'. Then, select the request type you wish to
use and remember to save it.

Widgets

If you'd like quick access on your website
service desk or another location, you can use
widgets. To configure this, select the ‘widget’
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tab under ‘project settings’. Using toggles,
colour picker, and text boxes, configure
the widget how you like and save and copy

the JavaScript code to the appropriate space.

For the widget to work, your product must
allow non-logged-in users to raise requests.

Customer portal

Your portal is set up automatically when you
make a JSM project. It is the primary way for
customers to interact and allows information

to be collected. Under the ‘portal settings' tab,

configure colours and define permissions,
i.e. who can add announcement banners.

Portal request

Once you’ve set up your portal, configure the different
requests previously defined. Create custom fields for
additional data to be captured. If you’re not an Admin, speak
to the relevant person about getting custom fields made and
added to the screens for you.

Once all custom fields and request types have been created,
group them so that the portal remains clean and user-
friendly. Note: You are limited to just two levels — ‘group’
and ‘request’ forms, so think wisely about what makes
sense to your customers.
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Getting SLAs sorted
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A service-level agreement (SLA) is a documented contract
between a service provider and its customers outlining
services, standards of practice, and deadlines. In short, SLAs
are commitments. Reminder: Customers can be external or
internal users.

In Jira terms, services are request forms, standards are
Agent practices, i.e. how they will interact, the processes,
etc. Deadlines are the SLA clocks set in Jira, for example,
triage and resolution times. To create SLA clocks, head to
‘project settings’ and click ‘SLAs’. Note: Some SLAs will be
in the project by default, but you can edit or create new ones
if preferred.

Each SLA has four parts — ‘goals’, ‘start parameter’, ‘finish
parameter’, and optional ‘pause parameters’.

When creating a goal, set the time and clock you wish it to
run on, and use Jira Query Language (JQL) to show

the issues that will use that goal. Next, use the start, finish,
and pause parameters to decide when the clock runs.

To create additional calendars, click the ‘calendar’ icon
towards the top on the right-hand side. Give it a name and
default time zone to run against, and populate each day with
start and end times. You can also insert holidays, if known,
to show the availability of your team. Note: Compulsary
holidays do not need editing, however, moved dates must be
adjusted.
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Goals

Issues will be checked against this list, top to bottom, and assigned a time goal based on the first matching JQL statement.

Time Goal Calendar Issues to display (in JQL)

4n Sample 9-5 Calendar “Ticket category” = Incidents x
&h Sample 9-5 Calendar "Ticket categary” = "Service requests’ x
No target Sample 9-5 Calendar All remaining issues

Conditions
Time will be measured between the start and stop condittions below.
Start counting time when
Issue Created
Resolution: Cleared
Add Condition

Pause counting time during..
Finish counting time when

Resolution: Set

Add Condition
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Queues and reporting
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Queues are a way of providing a focus on tickets as they
reveal what’s waiting to be triaged, who is waiting on
support, etc. Queues, like SLAs, are built using JQL.

To build queues, go into the project, click ‘queues’ at

the top, and ‘manage queues’. When the pop-up appears,
select ‘create a new queue’, give it a name, and start
building!

You can use buttons to help build your query, or you can
select ‘switch to JQL’ to build it from scratch. Lastly, choose
the columns you wish to show on the queue. You have
access to every custom field available in the project and are
not limited by the number of columns you can have, but
bear in mind, the purpose is to provide Agents with

an understanding of the ticket before they go into it.

Alongside queues, Agents and Service Managers can use JQL
to create in-depth reports. To do so, click ‘reports’ when in
the project.

Jira will generate tons of different reports by default, such
as created vs resolved, time to resolution, SLA success rate,
etc. You can also create your own. To do this, click ‘new
report’ in the bottom left, give the report a name, and then
‘add series’.
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Each series is made up of a data point, i.e where Jira collects
issues for the report, its name, colour, and the JQL behind it.
Note: You can add as many series as required to the report.

You can continue using normal Jira filters on dashboards
alongside project reports. For additional dashboard gadgets
that display information in a specific way, Custom Charts
for Jira by Old Street Solutions is highly recommended and
comes with a selection of styles.
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Automating simpler tasks
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Tasks such as moving tickets to wait for the customer,
looking for replies, alerting resolver groups, moving tickets
to support, or adding issue data based on form details, can
all be automated. Automation for Jira, formerly owned by
Code Barrel, offers Project Admins no-code automation
rules that have all the power without the technical debt.

Each rule requires a trigger and at least one action. Typical
trigger points are when issues are created, commented

on or transitioned, and where fields are edited or run on

a schedule. Actions are creating, editing, commenting or
transitioning issues. You can send notifications to external
chat tools such as Teams or Slack and even external
webhooks as actions.

Transition on comments

Whenever anyone comments on a ticket, the status should
reflect its current state by default.

To begin, you need the trigger point to be ‘issue
commented’. Next, apply some logic. As you are looking
for two opportunities, apply a condition, in particular, the
‘if else’ condition. Identify whether the user is an external
customer using the ‘user condition’ option, and if they are,
the action is to transition the issue to ‘wait for support’.
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If they are not a customer, use the user condition
option again to see if they are a part of the Jira-
servicemanagement-user group. Finally, transition
the issue to ‘wait for the customer’. If done correctly,
the rule should look something like this...

@ When: Issue commented
Rule is run when a new comment is
added to an issue.

€ If matches

Initiator is a customer

L. Then: Transition the issue to

WAITING FOR SUPPORT

Add component

€ Else-if: matches

= Initiator is not a customer

« Initiator is in jira-
SG\Vil'E”'\alld(j&"'IE"“'LIS&'I‘:

"L Then: Transition the issue to

WAITING FOR CUSTOMER
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Auto close

If you're giving customers the ability to reopen tickets ® When: SLA threshold breache
after they have been resolved, but you would like

them permanently closed after so many days, set up

‘pseudo-SLAs’. Using the SLA feature, set clocks to run,

and use them as trigger points for the automation rules

to kick in. For this, create an SLA that starts when a ticket

is resolved and ends when it enters the closed status. L. Then: Transition the issue to

Time to close after resolution breached

Remember to set a goal on tickets. Using the automation m
rule, set the trigger to ‘SLA breached’. Specify the SLA, and

select when the timer is breached, then transition the ticket

to closed. Use this opportunity to notify the customer by

commenting on the issue. G And: Add comment to issue

Hi {{issue.reporter}}, We are now closing
this ticket as it has been resolved for

three days. If your issue is still persisting
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SLA breaching

To stay on top of SLAs, set rules to notify you when a ticket
is close to breaching or has breached one of the clocks so
that you can deal with it promptly. For rules such as this,
the trigger point is an ‘SLA breach’. Select the rule and time
you wish to be notified and choose an action, for example,
‘send a chat notification to Teams or Slack, and this will add
a comment to the ticket or direct @ mention to users.

The hardest part of any automation is knowing where

to start. Jira Automation comes with a diverse and deep
template library. If you are struggling to start a rule, look in
the library and adapt an existing one to meet your needs.
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When: SLA threshold breached

Time to resolution will breach in the
next 1 hour

Then: Add comment to issue

TEAM, This ticket is about to breach
resolution SLA. Please look into this as
soon as possible.
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Knowledge base
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Aknowledge base article contains information about

a product or service either in the form of a user guide or
to solve common problems. Typically, a service desk will
fill a knowledge base with anything that can assist

the customer to deflect tickets. This is often product
release notes, Admin and user guides, how-to articles,
and troubleshooting articles.

Knowledge bases empower customers by allowing them to
fix their own issues. If articles are well written, customers
often prefer to fix requests themselves over raising a ticket
and waiting for a response. Knowledge base articles can be
shown on the portal to customers without the need for

a license. When a customer types a request, JSM
automatically filters the correct knowledge base articles
that could be used to help deflect the ticket.

Summary *
tesﬂ
Suggested articles
@ test project

from test project

Description
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If you have both Confluence and JSM as Cloud editions,
the project will automatically create a linked space for
you. To change the space used or to add additional spaces,
go to ‘project settings’ and select ‘knowledge base’. Once
connected, you can decide whether you want it to be public
or specifically for Agents.

To filter articles, select specific labels against request types
and ticket deflection.

Space

o Rt Q

Space Viewing permissions

Control article suggestions

Set up article suggestions that can help your customers as they fill in a request form. Use labels to limit which articles are shown
in each form.
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To see how successful an article is, every JSM project comes
. with two built-in. Head to ‘reports’, ‘requests deflected’,

Set up article suggestions that can help your customers as they fill in a request for . )

. and ‘requests resolved’. You can also see how often and

when an article was last used in a project under

Control article suggestions

Request form Allow suggestions Only show articles

the ‘knowledge base’ tab.
Get T help atlassian x
Fix an account problem

Key points

» Labelling pages is not only best practice
in Confluence, but it helps get articles
onto a service portal.

« To hide internal pages, use ‘page
restrictions’. If you're only allowing certain
requests to use specific labels, a page
can still be found via the ‘help center’.

» You can have multiple knowledge bases
linked to a single portal. This allows
knowledge management by separate teams.
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Working with tickets
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If your service desk has multiple resolver groups, an easy
way to manage tickets for teams is to create a multi-select
custom field. This will allow you to make queues for each
team so that they can find their tickets at a glance. To do
this, select ‘resolver group’ in the drop-down menu. If you
know certain request types on the portal will be assigned
to particular resolver groups, don’t forget to add the field
to the request type and to hide it with the pre-set value.
Finally, to move tickets between teams, either change

the value in the resolver group field or create a looped
transition.

Assignee
[© == v

Assign to me

Resolver Group
None
Service Desk
Front end support
Backend support

Comment

Respond to customer  Internal comment
Your comment will be visible to customers. Embed attachments to make them visible to customers.

Styev B I U Av Ay Fv E E Ov +v =
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It’s common for tickets to be escalated when additional
support is required from Managers. While every company’s
escalation policy differs, there is a simple way of having Jira
show escalated tickets — update workflows to include

an escalated status. By using a status reflected on

the customer portal, customers are kept informed on

the progress of their requests. Typically, this status can
only be transitioned to ‘from waiting for support’ and will
usually return to ‘waiting for support’ or ‘resolved’. This
simple workflow change enables escalations to be time
stamped on a ticket for future analysis.

For teams to know what tickets have been escalated, create
a queue that looks for “status = escalated”.

Filter by
This queue is already filtered by:

Type: Allv  Escalated v Unresolvedv  Label: Allv 4+ More

Columns

Issue Tvpe X Kev X Summarv X Reporter X Assianee x  Status x  Created x
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Resolving tickets is a great feeling, but learning from them
benefits everyone. Adding extra fields when resolving

a ticket, enables teams to review and understand previous
requests within seconds. ‘Resolution summaries’ are

a great way to provide future Agents with an understanding
of what a ticket is and how best to resolve it. It’s also a great
opportunity to look into ‘closure codes’. Closure codes
provide Managers with an overview of how a ticket was
resolved so that if there was a technical problem, future
occurrences can be mitigated. To set this up, create two
new custom fields; the first should be resolution summary
(a multi-line text field is best). The second should be for
closure codes (single select or cascade select - depending on
how in-depth you need closure codes to be).

Once done, create a new ‘resolve ticket screen’ and add
the fields. Lastly, add your screen to the resolve transition
on the workflow.
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Resolve this issue

A Request resolved

Summ

mary"

Priority
* Medium v

Resolution Summary

Closure Code

None v None

Invoice Number

Comment

Respond to customer  Internal comment

Resolve this issue Cancel
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Triaging tickets to completion allows Agents to understand
them in their entirety for the best course of action. For all
the details, check the summary and description of

the request/incident and determine whether the reporter
has logged the ticket correctly. Has the correct request type
been chosen? Has it been logged as an incident? Has it got
the correct priority based on the impact and urgency? Has
any of the custom field data been populated/need to be
populated on the ticket? Have the correct values been set?

While triaging correctly is time-consuming, it reduces
ticket resolution times as Agents know what to look for.
It also helps Managers understand where best to place
resources — if more incidents are logged, Managers can
allocate resources to quickly investigate and mitigate any
challenges before more tickets are created.

F
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Advanced learning
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Advanced learning

Between advanced searching and creating and managing projects, there’s a lot to learn about Jira. As outlined at the start of this
white paper, you’ll want to consider an advanced course to expand your understanding. Courses are available at the Admin level
for new and experienced users.
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Atlassian Service Request Management
Essentials (Cloud - Half Day)

This course covers Atlassian Service Request concepts
enabling you to set up a knowledge base, streamline
common tasks through automation, and implement
best practices that reduce requests and improve your
overall process.

In this course you will learn:

» How to set up a knowledge base
for customer self-service

» How to automate common tasks
to streamline the request process

» Best practices to reduce requests
and improve your request process

Atlassian Managing Service Projects
(Cloud -1 Day)

During this course you will learn how to configure
and brand your customer portal, create queues and
SLAs for your service team, use a linked knowledge
base, add participants, and automate your service
project.

In this course you will learn:

» How to help your service teams by creating
queues and automating common tasks

» How to help your customers by creating SLAs
and customizing the Customer Portal and more

» How to create and administer
your service projects

eficode



27

Atlassian Incident Management
Essentials (Cloud - Half Day)

You will learn how to manage incidents from
detection to resolution through a hands-on use
case. The course highlights the significance of post-
incident reviews in improving processes and feeding
back into software development.

In this course you will learn:

» How to quickly set up a project
for incident management

» How to manage an incident
through a hands-on case study

» Good practices for each
stage of incident management

Atlassian Asset Management Essentials
in Jira Service Management

(Cloud - Half Day)

This course introduces the fundamental capabilities
of Assets for managing enterprise and IT assets,

as well as CMDB. By the end of the course, you will
be able to use Assets to manage and track your
organization’s assets more efficiently.

In this course you will learn:

» How to view and edit object types, objects,
and attributes in an Assets schema

» How to configure Assets automation

» How to import data into Assets

JIRA Mentoring (SERVER, DATA CENTER, AND CLOUD)

Receive personalized JIRA mentoring with a certified Atlassian Solution Architect on a one-on-one basis
to help you gain a deeper understanding of the platform and how to optimize its use.
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Take the
next step

If you need more help with
Jira Service Management,
our team of experts are
available to advise, coach,
train, or manage parts of
it for you.

Visit our website and
get in touch today!

www.eficode.com

Contact us
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