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INTRODUCTION

IT service management (ITSM)
Is simply how you manage the
delivery of end-to-end IT
services to your customers
based on best practices.




IT Service Management
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4 Jira Service Desk






JIRA SERVICE DESK

Twitter reduces Its support
email volume by 80% with
Jira Service Desk.




JIRA SERVICE DESK

Legacy ITSM Tools are just
too expensive, not easy to
use, and leave teams trapped
In silos.
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Jira Service Desk

Help Center

Umbrella Corpor

Welcome! You can raise a Um

What do you need h

B ~ O

Technical support
Need help installing, «

Licensing and billir
Choose this if you ha

Product trial questi
Trying out our produc
questions.

Other questions
Don't see what you're

Report a bug
Tell us the problems y

Suggest a new fea
Let us know your idez

Suggest improvem
See a place where wi

ati

Help Center

IT Service Desk

The IT service desk is here to connect emp

Q. Find a solution

1. Common Requests
2. Logins & Accounts

3. Desktops & Laptops
4. Email & Phones

5. Applications

6. Servers & Infrastructure

Acme Service Desk

What do you need help with?

Popular

IT Service Desk

Legal Service Desk

Browse all

Question
Don't hesitate to ask us anything.

Feature

Do you have any awesome ideas for our add-on?

Bug

Is something not working as expected?

Customer Portal

Requests @)

Y

‘ v



PORTAL CONFIGURATION

Request types Applications

GROUPS

lcon
i Common Requests

i Logins and Accounts
# Computers

i Applications

@

1 Servers and Infrastruct. ..

€ Hidden from portal 0

C

<+ Add group

Request name

Request new software

Upgrade or change a
managed system

Issue type

Task

0 service Request

Change

Description (Optional)

If you need a software license, raise a
request here.

For example, upgrade JIRA.

Actions

Add existing request type

g Create request type

Edit fields

Edit fields

Edit groups (2

Edit groups (1

X




PORTAL CONFIGURATION

Requesttypes / (5el 1] help |
u'II -IT —|— AIlI A-I Fields = Workflow Statuses
H O

_—_| A EH |_ EH| A E Ol E_:' This request form is linked to the following issue type: Service Request (1 of 9 field/s used) + Add a field

— A a—— g =
O O = M5 15 S
- — E I:I-l 1T :l' =H X Help and instructions (Optional)
M+ Z|AE AA

TT —— 0O 0O Links [link namelhttp://exanple.com]

Visible fields

t* - . m IH I1 Display name Required Field help (Optional) Actions
R o 2 L o o Summary Yes Hide Remove

Of0| = HEf HAE
= | — = 0
OI=I Ellljl_l-2 HH|_: I:I-”'IT :l.—g jcl Hidden fields with preset values
|5 2|AE MM
T —— O O

Name Preset value Actions

This Request Type has no hidden fields.

W Drag and drop files, paste screenshots, or

browse







PORTAL CONFIGURATION

00| 2 MEh I BAE
olejnlo 2 W b 15 %
LEIPNERAYE

AFEH HHE B Comment & A
Customer Portald} &=

n InfrawareTech 19/Jan/18 4:29 PM

n InfrawareTech 19/Jan/18 4:27 PM
tEst e, Sl=2 e 3 L

=8 O[0|X|Z0| Ol57 SHE0|Lt F= M| Al CHahE X

2EELICH

Your request status changed to 8 £IZ3 . 19/Jan/18 4:27 PM

HE
i

7t LE2HOF o LT

2ret O] 220 E5EA Y=C0OrE ol A8 282 EE0l A7 HHE LT

)
L|C}.
7| ¥ "Resolve Issue Screen"S




PORTAL CONFIGURATION

® O
AH A

u.“ E
I =|' o
f A|__| E—Il-I |- —! ﬁE OI=I E! Atlassian Solution Partner
EII_ O H |- |:|-||-|-|- —E— Eltl ('j =2t of H A =2 %2 Service Deskd| @41 Z4E SHEEL|CH
i+ 2| A5 MY

InfrawareTech Service Desk

. Requests
QX gl. H AH AT
o L. O O
Ol-()lﬂ A EHJ__ll- H A E
- - 1 B ey
= L = O Open requests - Created by me - Any request type -
OI:I E_=|| EII_|-2 |:||:||.: |:|-|| = :I-ET jcl p q ¥ y request typ Search for requests Q
|:|-|| L El A E AH A
1T —_—— O O

Type Reference  Summary Service desk Status Requester
¥\ - - PENDING
\ A SDT6 Request a desk phone service desk pia guest20

O I I- EI (?N)  spT-8 JIRA / CONFLUENCE 800user 3% 978 service desk pia IN PROGRESS guest20

Ab Z4 0Ol INDS,

o EH I:II—:| o X Comment —1 O A | ‘ﬁ’ SDT-5 LEZ BH o service desk pia ESCALATED guest20

Customer Portaldt A&

CustomerE Portal O‘” A‘l O | -|J-\|— a SDT-3 Set up VPN to the office service desk pia IN PROGRESS guest20

AFER 2HO| gl 3t

o = - X —
& SDT-7 olg AT E A|E W E O] 245} 210l stol gHo| H service desk pia OPEN guest20
@ SDT-4 H 2= B o service desk pia WAITING FOR SUPPORT guest20



Knowledge base




KNOWLEDGE BASE

Spaces ~  Blogs Create  ees

Confluence X
§ 24 Al 812 et Jtol=

S| | (| _I = A SPACE SHORTCUTS
o C T'__A = __I'L o - |
2] IT Service Desk

InfrawareTech Knowledge

Bases InfrawareTech Knowledge Bases

=] InfrawareTech Home .
- Q, Search for a solution

a) Troubleshooting articles

Related article

Customer Portal 22| Search Recently Updated Tree browser

boxOff I [, Request ‘&
Al Keyword& &2t |2t article

>
=5

-I:l- Space tools -

() Troubleshooting articles
2018-04-13 » created by Anonymous

(=) JIRA Confluence 85 Al 2F HAIX] £
2017-12-01 - created by InfrawareTech

[2) Reporter L} Assignee Bt ZEHEYH E22 £ UEE &

2017-09-29 - created by InfrawareTech

Custom Field Ofl Help Tip €= &
2017-09-28 » created by Infraware Tech

(=) JIRAZ Confluence 21 210| X} ZZiL|CH
2017-07-31 » created by InfrawareTech

2 JIRA M AES EoHde AL 21787
2017-07-26 » created by InfrawareTech

[2) JIRA Knowledge Base
2017-07-26 - updated by InfrawareTech - view change

(2) Ol &Ml HO[X|0 M el H=0| EAIEA| @& LT
2017-07-26 » created by InfrawareTech

[2) JIRA Software2} JIRA Core2| XHO|EHO| 221017127
2017-07-26 » updated by InfrawareTech » view change

@ ST AZUEES JQLE HBH Z25HLQ?
2017-07-26 » updated by InfrawareTech + view change

(2) Confluenced| M O %2 SHE 2T O{EAHSHOFE L Tt

2017-04-14 - created by admin
[2) JIRA Agile @ 12J0|= &I}

MAT NA 12 & rrantod kb adomin

Bamboo Knowledge Base

Bitbucket Knowledge Base
Common Knowledge Bases
Confluence Knowledge Base
Fisheye & Crucible Knowledge Base
Hipchat Knowledge Base

JIRA Knowledge Base

JIRA Service Desk Knowledge Base
Troubleshooting articles
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PSD Service Desk

Welcomel You can raise a request from the options provided.

TAS EAC2NA?

Get IT help
Get assistance for general IT problems and questions.

Common Requests

Logins and Accounts

Set up VPN to the office

Computers Want to access work stuff from outside? Let us know.

Applications
Request a new account

Servers and Infrastructure Request a new account for a system.

Desktop/Laptop support
If you are having computer problems, let us know here.

Request a desk phone
If you'd like to request a desk phone, get one here.

Report a system problem
Having trouble with a system?

> O = ®© DD

JIRA MH|2 H|~3 (36.1) - Atlassian

WAtlassian



@ InfrawareTech Service Desk

Get IT help

4l ol RE & M7= U

| angela v

Summary

Description (&7 S ALE)

Attachment (&7 A/ 2






KNOWLEDGE BASE

Confluence

F2d Al o2 &2 70l =

¥2| NS PA

Related article

Customer Portal 2| Search
boxOff &= i, Request ‘8
Al KeywordE &+ X €t article

=9

o Related knowledge base articles
Related article P e oy soutioshoting (nec
Ol‘lj'\r ggElE Ke)ANOI’d% %6—” AnyConnect VPN client configuration

HAZE article 552 Y32

= = e Didn't find a suitable article? Search knowledge base OF create an article
—t .
=7totg Al o




Process




Process improvement
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Workflow

25}l

2 m2NAS

O
o

I _+

:H-_lH_-O-
X_

C

/

TEIRES

| L
St M

MH|A 2 A2 S 85k
Sk A| &

SLA

AlZH Zatofl of
AN %7 =HS M

—

)

Automation



|l TZMNAR O|# N
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Workflow

e
nvestigate m Pending

WORK IN PROGRESS nvestigate Pending PENDING

Back to work in progress

Resolve Cance

COMPLETED Resolve Cancelincel CANCELED




Workflow

Incident

Problem

Service Request

Task

nvestigate

WORK IN PROGRESS

Back to work in progress

Resolve

COMPLETED

nvestigate

QAZ 22 CIXt0|4E Sef 7t

HopH A= ER

Pending PENDING

Cance

CANCELED
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Workflow

Incident

Problem

Service Request

Task

Complete

Close

Investigate

Pending

CLOSED Close



Workflow E"':'§-|'E'|_I Eﬂkllﬁﬂ ol'Jrkr x'I EI
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Incident

Problem

HHHHHHH

Service
Request

Task




Workflow

Incident

Problem

Service Request

Task

PENDING

Pen

di

ng

= ZEMNZAE Ol X

XO|LHE Sl ZHHOHH YAZ2L MK

Create

Mark as Done

Back to open

Start progress

Start progress WORK IN PROGRESS Mark as Done m

Start progress

REOPENED Reopen issue



Workflow _.E_’,I_E§_ ._I Eﬂkllﬁﬂ ol'Jrkr x'I EI

Jira 2 & YELE O] &t

I

=2l LCt.

# Edit L__| Comment Assign | Maore - Resolve this issue | Hespond to customer Admin - 2 | ' Export -
Details SLAs
Type » =5 Status: ke ikl (View Workflow) omin Time to resolution X
Priority: Medium Resolution: Unresolved Wit i
Component/s: Mone
Labels Mone People
2| ALY 1
Assignee P Y InfrawareTech
MeAlEE =8 52 &9
o Reporter: hate
Dol 8. old5p 2o Request participants: MNone
Organizations: Mone
escripiion Votes 0 Vote for this issue
11 Watchers 0 Start watching this issue
PR . Service Desk request
achments -
Request type: 2er 22
(> Drop files to attach, or browse. Customer status S 7| =
Channel Portal
» i View customer request &
Activity Dates
Created: 21/Mar/18 6:02 PM
Alll Comments Work Lo Histor Activit :
9 fiaia y Updated 2 minutes ago

There are no comments yet on this issue.

Development

Create branch

HipChat discussions

Do you want to discuss this issue? Connect to HipChat.

Connect | Dismiss




SLA (Service Level Agreement)

HH\ of "MlEAel 'n24" 7k Ml& kl= AH| 0] TG,
UHSH N2 £FS BHBT| 9lof B A
. ‘ew, |
Description of Service Level Goal SLA Sign-off
Service 2HXE 7|FEoR MH|A ATt 57
Mg Me|A 32 8 MH| A A2 =8 (Breach or Met)

7|7t H o) SLA 20| 22|




Time to first response
0|47} HE £ MHI2 MBS
X SEIMA| 288E A2

Time to resolution
O|f+7t sl Z MEfZ HZE = M7tX|
AQE|= A7

Time to close after resolution

Ol7+7I ol & &l = Close &JEI=
HEL|7| K] 2R &[= )\|7,_P




SLAS

Time Metric
A

Goal &AM

¥ Resolution: Cleared
Assignee: From Unassigned
Assignee: To Unassigned
Assignee: Changed
Entered Status: Waiting for customer

Entered Status: Canceled

sz olHlE 7|

Al SLA A|ZHS
INES;

- Waiting for customer
5. Canceled
3: M| g2

" Pending

- Done

“ ToDo

“Woaork 1n nroaress

¥ Resolution: Set
Assignee: From Unassigned
Assignee: To Unassigned
Assignee: Changed
Entered Status: Waiting for customer
Entered Status: Canceled
Entered Status: X 2| &=
Entered Status: Pending

S . TP




SLAS

Issues (JQL) Goal Calendar
: : THE O+ =8 2738 SLA S & A|Zt =23 24 A, S5 A<
Time Metric Ex) issue type or issue N HEAIZ
Aél 7§3| oriority M & (AM9~PM6) 7t

Goal AH

‘30als

issues will be checked against this list, top 1o bottom, and assigned a time target based on the first matching JQL siatement.

Issues (JOL) Goal Calendar
issuetype = Incident : Sample 9-5 Calendar
Issuetype = "Senvice Request” o Sample 9-5 Calendar

All remaining issues Sample 9-3 Calendar




SLA Visibility

Ongoing SLA

1A[Zh O] &2 SLA THO{A|Zt

1A|Zt 0|3}2] SLA THO{A|Zt

302 0|35t2| SLA ZHoA|Zk

SLA =18 A|Zt §|¥t (Breached)

Completed SLA

SLA $|BH5HX| 22 (Met)

2B SLA $12tet (Breached)




Automation Automation

WHEN IF, THEN ZAS MXs10] Ysl= RH=3} S22
s 9 el

l ll v

WHEN IF THEN

Ol &3 QL 28 Olf+ Ef T2t
O+ &fE f ':.575' =< Comment &7
Comment 37} Email L} 7
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Automation HHl’ - |=|-r x'| El .9.7"'

SLA: ‘Time to first response’ A&

Edit WHEN
E)(a m p I e ( 1 ) ELILA ‘t|r'r|§ remaining SLA time remaining

Time to first resp...
SLA
Time to first response

WHEN -

Due soon (60 min remaining)
SIS

g= I

Example (2)

‘ Confirm ‘ Cancel




Automation

Example (1)

Edit IF

+ Add condition

Example (2)




Automation

Edit THEN
[+ Add comment
OHIBEM 2 [~hiyr... (#] Add comment
Exa m p I e ( 1 ) Comment text

178 20| 7|Cl2|n 9o O 2 W2 X2| SEfC 2IL|C

ZEAFSH|CH

-

&2 2 CommentE S55H04
CHEFXEOI A B2 H2| - B

Example (2)

Comment type
Comment type 1 EH intemal




Automation 0|1T 6“721 —-?: X}%gg Close x'| EI

SLA: ‘Time to close after resolution’ AFHZ

Examp|e (1) Edit WHEN
SLA time remaining
SLA time remaining
SLA
Exa 11 p I e (2) Time to close after resolution

WHEN cren

O‘-ﬁ— _(')_H?::I _C:>_ ClOSG A‘7|_|'O‘ —?—‘HHE| 7C:>|—C|>— Breached

—

‘ Confirm ‘ Cancel




Automation

Example (1)

Edit IF

+ Add conditiory

Example (2)




Automation

Example (1)

Edit THEN

Example (2)

THEN

S O| 49| StatusE CloseZ=
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Automation

SLA A




=O 2 Resolve X2

SLA + CIHH S
Automation

Request types @ Tips for customizing this rule
Customer permissions
Portal settings

Email requests WHEN IF THEN

i T T = ifir i o - '
Customer notifications Add a trigger Any items Add an action
Satisfaction settings

Knowledge base

SLAs

Automation

Workflows
Screens

Fields

Versions

Components

Users and roles
Permissions

|ssue Security
Motifications
HipChat integration

Project automation

Development tools
¥ Enable rule Cance




Notification




Default rules

Name

Ad
2%

When customers create requests in the portal or send an email to your email channel, your service
desk sends a confirmation that their request was received.

When a comment that is visible to your customers is added to the request/issue, your service desk
sends all the customers involved on the request a notification.

When a comment that is visible to your customers is edited, your service desk sends all the people
involved on the request a notification.

When a request resolution field is set, your service desk notifies the reporter and all customers
involved. This notification is sent to the reporter even if they have turned off notifications for a request.

When a request's resolution field is cleared, your service desk notifies all people involved.
When participants are added to a request, your service desk notifies the new participants.

When a request is shared to an organization, your service desk notifies the organization's members so
they can opt-in to further updates.

When a request transitions to an approval stage of its workflow, your service desk notifies approvers
that they must act on the request.

When a request transitions to a status that is visible to the customer, your service desk notifies the
customers involved.
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Change

o|2| 27|
Incident
Problem Tiotel @S &UCH=E =HAXLICH X7 He| & EE Lo

Service Request
¥ 87 . g edol K& ZHeto
Service Request with A...

. 2t 25 = Alpha, Brett Kennedy, Rey Jakku 2t Finn 2187,

=
T = |

Q@ 12

F JIRA MB|A O A3 71 22|5H= InfrawareTech Service Desk 252 H T 0 A| X 2L C}



Template




U notificatio

your notifications' default subject line.




H= s MY

A ERY
ME|A QA3 T2 HEOAM & HA S A0 ofef el HTMLZF css7F HE & L T HTML ZElf 2] O
HYUS =0T = Q=42 L8t EME HEE LT

HTML CSS QI 2 M

ik
>
[z
1o
L |

<div class="|sd-message-content ">
${message . content }
</divz

<P

<a class="jsd-issue—-link" href="${request . url}">2@=A BJ|</fa>

<zpan class="jsd-link-separator"=&middot; </span>

<a class="]sd-unsubscribe-link" href="${request . disable. notifications.url}">siSY 2| ZAIE =CHIL|C} </a>
</p>

<p olass="|sd-request—sharedwith">»
${request .sharedwithl2t Z==.
</p>

P T T BT i W e B S S R o i sl e Tt it et

O|2|27] (HTML & CSS) LISHE| B| A E O|0| Y N 28}7|



®@ @

<A class= | sd-unsupscribe—link” href="%request . disaple notiftications.url >0 0|laf 5= A ESL|CF </a»

@ N </ n>
= O+ 73
=i Change <p class="jsd-reguest-sharedwith">
: ${request .sharedwithlet 222,
@ Incident /o>
Problem

o
d

©

® B N O @

>

-

Service Request

Service Request with A...

=]
T =]

HipChat 52

Project automation

NE =+

<p class="jsd-help—center—footer">
<a class="jsd-servicedesk—-link" href="%{atlassian.url}"=3${helpcenter name}

</p=

<p
<img src="http://file?. infraware. co. kr/Jira_attach/sm. jpg">
</p> -

0|2| 27| (HTML & CSS) LIZHH| H|AE O|H| Y M£517|

[Hotel SAI H&= O|20[M =2l = [ASLICH]

-

BB-8 - [ O|A €25 =2hX| Br&L LT,

Alpha, Brett Kennedy, Rey Jakku 1f Finn 21872 = &5=.
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https://www.flickr.com/photos/chris_knapp/1300932597/
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SATISFACTION SETTINGS

' 7“ I:I I'—h::E A'II EI e 2Al x E a (E} E } e 2. Eloeg YWomanr ¥ oA - H ==I B afgl_ O &7 q
. L A o € D syuy - TLERHY F Y= psd| B OneNote B 22 -
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O . 5 = — 5 =Xk~ _ M EH -
= oO"kl A'” o= O0n O|'7| at 3l RS : AEjZ EA] - EOl. .y A= =
-5'_ D|_:| %I'E APH| == Wi £ CHA| P = Ef 1 P & x ZHj /= A ~
InfrawareTech <gaadmin@infraware.net> M Angela Hyunkyoung Lee 2= 540

PSD-5 @ HetL|LC}

O ol HARZH ZEASE WAl 287 2o 0718 S0 ¥ Bt MM HAIXIE EoIsHAlL.

=0 MEHE SZEE(2) 2 HASUICE
o H I' AL InfrawareTech
Email &
O|77t 5f{ &

A0 A

InfrawareTechEl 0| O|-12 Z=E(=2)ZM cE2oki=L|C

ne H il
r e
ofn
|0
HL

How was our service for this request?

W W W W W

i == LtE ZA = ES= i+ £3
LpeeR =
oy =1
I —

2HE 2| - die nEe| 4= SHELICL

angela 2} 23 & .

JIRA MH| 2 4l 2~2 21 22| 5= InfrawareTech Service Desk Z 261 T =FEFHI A A2 LICEH.




SATISFACTION SETTINGS

|.7<. E A I EI E@ e ’ Customer satisfaction
ﬂ o @l Workload

A X‘l O-” -I .” E| S « ll—Ll_ | | & SLA goals 4'3
= O A A C)I = 0N O 7 I_l- I Satiefacti Average raling
e 0 atisfaction
510 2t i,
£ KNOWLEDGE BASE :
Comment Rating Kay Agent Received
@ Article usage
Article effectiveness Thanks for putting the fire out, I's much easier 1o print without the flames, CSAT-138 Wil Tumer Yesierday
CUSTOM
| am all set up with my new computer. CSAT-89 José Vela 2 days ago
E i Created vs Resolved
o m # Time to resolution Thanks for the speedy turmaround. CSAT-126 Mia Kennedy 3 days ago
E m a I I F el Bdl &J, § SLA met vs breached
E o @ i Incidents by priority 130f 3
Ol_lél_7|- OH 7:| El E |- O E i SLA success rate
Past T days -
HIlA

_l 7H O‘” 7_” D‘” ()EI EI_ = Service request.s

ii Problems by prionty
i Change by type
# Time to approve norma...

+ New report

1 L. =
Oj# & BH U FUE £X

»




Reporting
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REPORTS

Team

Request&
=SS
2| E

Knowledge base

AAIZ0| Meele sig ol

AR Ml MH|A 7|0]38}=
HE 2|ZE

Custom

7|2 M BEle Crtt 2| ZE
2| ZE o3 W U 6o|E
X 7| 7|5

[y Reports




REPORTS

Team
RequestE &
HEA=9
2T E

TEAM
Workload
SLA goals

Satisfaction
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©
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TEAM
Workload
SLA goals

Satisfaction

KNOWLEDGE BASE
Article usage

Article effectiveness

CUSTOM

2 Created vs Resolved
i Time to resolution
i SLA met vs breached

¢ Incidents by priority

+ New report

X Workload

Q, Find agents by name or email

Agent

angela | ADMIN

n InfrawareTech | ADMIN
0 Pia | ADMIN

1-3 of 3 agents

Issues in progress

6

»
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S
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e
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©
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SLA goals

Satisfaction

KNOWLEDGE BASE
Article usage

Article effectiveness

CUSTOM

2 Created vs Resolved
i Time to resolution

i SLA met vs breached
¢ Incidents by priority

i SLA success rate

i Service requests

i Problems by priority
i Change by type

i Time to approve norma...

+ New report

SLA goals

98 % Time to first response

Issues

issuetype = Incident

issuetype in ("Service Request”, "Service Request
with Approvals")

93% Time to resolution

Issues
issuetype = Incident

issuetype in ("Service Request”, "Service Request
with Approvals")

Showing all ongoing SLAs and last 7 days (i)

Goal

2h

4h

Goal

4h

8h

Calendar

Sample 9-5 Calendar

Sample 9-5 Calendar

Calendar
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