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2.1 Why lJira Service Management?

4 Jira Service Management

MODERN OPERATIONS N MODERN SUPPORT
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4 Jira Service Management
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2.1 Why lJira Service Management?

4 Jira Service Management
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2.1 Why lJira Service Management?

Jira Service Management

EXECUTE
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Find hel d [Open)] Ticket #IT-106 e 1m (L)
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Reporter
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MDM? Activity Priority

Show: History  Work

ITSM Service Desk Customer Service Central Service Desk

Welcome! You can raise an ITSM Welcome! Let us know how we

e Welcome! You can raise a Central Knowledge base (@

H Crystal Wu Today at 12:15 PM

oMl Service Desk request from the s can assist you today by choosing Service Desk request from the Vb
options provided. from one of the options here. options provided. Gt ° Phan Kim Today, 12:10 PM
" i C—
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2.1 Why lJira Service Management?

4 Jira Service Management
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2.1 Why lJira Service Management?

4 Jira Service Management
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Jira Service Management
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: T Bitbucket  Yourwork Repositories  Projects  More ~ -

€3 infrastrucrure Change .

27 wog |
Summary Some access and L the IS identified as a result of an 3
k2 Anaiytics completed the E-comm services business review and we have sign-off from the business and security to procest &
- B3 open-webstore SE Demo Workspace | ... | Pipelines
O Space Setings Impacted services. WEBSTOM WESPORTAL CRACLEDS
Erangscaisgeriatien - _
SPACE SHORTCUTS ! ¢ Source
+ s Change Risk level - MeowM B Change Risk Assessment
¢  Commits /i Change request pending
Change Request 1B ASM-363: Webstore Purchasing Services catalog upgrade TRINGE
races | A change request is pending for this deployment. When
o E—— Driver (incidents or 15 ASM-356: Webportal access ermor message 234234 OPEN fs Branches the change request is complete, the deployment will
problem) automatically resume.

!
s
=

Pull requests View change request

Application systems:
b - ) Pipelines
Hame Grent ¢ 7dcfae? EPD-41 product_inventory_DB edited

. &>  Deployments online with Bitbucket
* IT infrastructure Change pla... IS § Sat—— "i‘- - 1 master
* RFC-12N14019 -TIS Web._ e P 0 Jira lssues (B Learn more IbDutlEDOilS
. - . DRAFT ©20sec @ 8 minutes ago
AFC 031520 - eCammer. Automation B Downloads ag; (+] U0 Yourwok Projects + Fters + Dashbowrds + Peogie + Acps - ([ Q search
+ AWS migration for Arizo._ .,
Standard change - auto-approve Rule details ' Snyk
+ FinServer Msior Applica._ - Compase . Provects  Compans
- I ) ) Pipeline o] [ ese
. Rule details X Repository settings Deployments
+ HR ansiytics and reporti_ o o . S .
+ RFC 031520 - xyz upgra. @ suditiog S | © sep1 195 T Q. @PPDi o -+ o v Tyve e [
| e
+ Webstore purchasing se... h penit dard asves - w . . Insights
m” ﬂ::, ._...m‘ m-w k| O swp2 0OPS-12323 + Change request 0 sowd ERM IR 233
> Maior Change Post impleme. © When: Issue created \mplesnel e D Quick booking for accommodations OUKC < © Cycle time @
Rule is run when an issue is created. Seope 56 okirn ivg this sk
L Step 3 & 3 Acsot wet 300 50 new payrants provide- « ©
€3 17 Change (cm) T - ‘
e SCope can only bé MEAted in he QIODS! BAMMNISIrATON & Releases 10 Fluid booking on tablets (¢®
If: Change type is one of h
Standard Allow rule trigge: B pages ) Shopping cart purchasing error - quick fi= « @
Check to allow other rule actions to trigger this rule. Only enable this if Olidne Deployment frequency
you need this rule to execute in response to another rule. O Mutt-dest search Ul web «© 8 e s pesterdey
O Project settings
. Notify on errer e
© Then: Transition the issue to 9 Optimize axperience for moble wet, €04( ¢ ©
R —— E-mail rule owner once when rule starts failing after success ~ £ Oniboard werkout options (OWO) S « © ~©—0 II
Gunert [ Must-dest search Ul moblewets ek « O ~O- @D ™ Oive feedback on e
© And: Add comment 1o issue @ Auser e (B Bitng system integration - rontend 9 ¢ ©

i = S5} T2 M|A Al
Atlassian AIS 228 TSM ZZM|A &4l QIOTAAHAME]
— —1L—-= 0

AI-Powered ITSM b gﬁ’ﬂ{;gll"lnpartner ‘* OPEN SOURCE CONSULTING



2.1 Why lJira Service Management?

4 Jira Service Management
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ATLASSIAN Intelligence
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3. Atlassian Intelligence

Aceel - dividual Augment Unlock
ccelerate individua teams organizational data
productivity
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3. Atlassian Intelligence

i Accelerate individual productivity

® g F 4
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AVAILABLE TODAY

Generative Al in editor
Atlas, Bitbucket, Jirg, Jira Service Management,
Confluence, Trello, Jira Product Discovery (Beta)

Al summaries
Confluence, Jira Service Management, Loom

Natural language automation

Confluence, Jira

Al service desk

Jira Service Management

Al work suggestions
Jira (Beta)

COMING SOON

Al page catchup

Confluence

Alissue triage

Jira Service Management

Al sentiment analysis

Jira Service Management

Al recommendations

Jira Service Management, Jira

Al dynamic panels

Confluence
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3. Atlassian Intelligence

&% Augment teams

AVAILABLE TODAY

4 Al answers in virtual agent

Slack
4. Request type suggestions
(4 Jira Service Management
T Al automation

Jira, Jira Product Discovery,
Jira Service Management

= Alwork breakdown
Jira (Beta)
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3. Atlassian Intelligence

® Unlock organizational data

AVAILABLE TODAY

' Natural language to JOL
A Jira
o~ Natural language to SQL

Atlassian Analytics

4, Aops

Jira Service Management (Beta)

Al-powered chart insights

Atlassian Analytics

Al-powered template search

o
Atlassian Analytics

Al workflows

Loom
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Natural language to JQL

Jira Service Management

Al variables
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Related resources
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Generative Al in editor

Project plan: Online support platform

To support the compnay-wide effrots to better meet customer needs and acheive our sales goals,
we've idntified building a new online support/communication platfrom as a key first step. This effort
is essential for enhancing our ability to interact with and support our customers effectively.

Requirements

- Support partner and customer collaboration
- Optimize self-serve resources

- Increase visibility of giving opportunities

« Build a foundation for community growth

- Reduce feedback cycle times

Al In whiteboards

% Confluence Home focen

Marketplscs bsinetorm

S

P

=@
g

Al-powered resources in Jira

% KEV-123 Design and implement WebSocket communication
% KEY-124 Develop incident detection and alerting system

% KEY-125 Create Ul components for incident alerts

% KEY-126 Integrate with backend systems
LY

KEY-127 Optimize performance and canduct testing

Related resources

£ Vita fleet - Alert dashboardidea () Fleet manager Alert - Spec doc.

Loom - Updated

o anfluence - Updated 1d ago

Linked to 4

Activity

080w
000w
000w
000w

000

) vistestrepo
okt - g

Al work breakdown in Jira

Projects /.. | 0 vFD-11S
Implement real-time vehicle tracking on main fleet dashboard Todo v
Fada @ apps Details
453 et manager | want o receie o e avehicie P Mot
In aninciden, such 83 8 colision of breakdown, 0 that | €an qickly Fespond and minimize downtime.

Reporter @ srocke Hadwor
The resk-tim alats shouid s prominently dlplayed on th faet management dashboard, using avisually
istnet nolfcation sile (e.g, 3 po9-up mssage or  dedicated slarts section). The lerts should remain prority tigh

visibla unti scknowledged by the flost manager, at which paint they shauld be lagged in an incident histary.

for tuture reference,
Related resources

5 Via ot - st dasiboaraides X Floo manager Al Speccioc i) viteetrepn

nkedto #1032 Unkaato 4 Unkedte #9032
Activity
Al Comments Mistory Worklog ~ Checkist istory

O+ new features

as part of Atlassian Intelligence -

Virtual Agent in Jira Service Management

viedian cycle time

ndays

10
]
]
3

ANNOUNCING

.

A

w

Al powered chart insights

Insights 8ETA x
© Decreasing trend

The median cycle time increased significantly in

June (2,88 days) from May (4.70 days).

While it decreased in July (7.96 days), it remained
relatively stable in August (8.11 days) and
September {13.83 days).

The increase in June might warrant investigation for

process improvements.

3% written by Atassian Intelligence. -]
Info quality may vary. Leam why

3% Insights C& @ | v

M Task W Story M Bug

Summarize

Benefits of social login

Convenience for the user: Most people already have social media accounts, and

saves the user from having to create another account and remember another se

Faster registration process: When users sign up with their social media accounts
process is often faster and easier. This can lead to a better user experience and

Al ops in Jira Service Management

& Vitlen T

Natural language to JQL

What is blocking the mobile release?

Search issues

Q Project: Donut Plains +

4 Jira Service Monagement veurork - Proets - Fiers - Ossts

Type

a8

Key

DP-27

DP-34

(V-0 L}

Summary

Add QR code to mobile app

Integrate our payment platform

Mol iecameovnhla cantione of the forn)

Alerts.

Alert groups.
Atension ntalgence fravps sets by the smacic srsarky 10 holp yurs | \vgon recucton ©
ocision astorwith tligent i and rsolo sses ffectivly

Al summaries in Confluence

o B o swmi & [EER
i

The marketing plan includes a target audience, marketing
strategy, and conclusion. The targeted audience includes
tech-savvy dog owners, and the marketing strategy includes
social media outreach, influencer marketing, paid
advertising, and content marketing. The app uses machine
learning algorithms to analyze various factors to provide
personalized recommendations and alerts.
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3. Atlassian Intelligence - Trust
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#:  search Q Customer portal testing X Becrat @ Q .

88 Filterbyapp [§ Type
Showing 10 of 32 results k

s Customer Portal Testing strategy

Sharepoint + Word + Portal Des & Dev Home « Updated 1 week ago # Topic )
. - . . . Customer Portal Testing
The primary objective of the Customer Portal Testing Strategy is to ensure the quality,

reliability, and security of the customer portal system. This comprehensive strategy encom... Vitafleet's multi-disciplinary approach to
innovation is evident as its Web

Development team introduces a new
customer inventory portal, aimed at
optimizing Just-in-Time (JIT) shipping
methods to streamline operations and
reduce inventory costs.

# Trending 3 similar results >

itaf Ti i
a3 Vitafleet Web Dev Team View all =
Team working on Customer Portal Testing

Gabrielle Bossio . Andrea Wilson Fidelis Ejima
Director of Engine... Engineer Designer Learn more

Related topics
#Customer-Portal-Testing
Slack « Thread . #Customer-Portal-Testing - Last message sent 21 minutes ago # Customer portal development

i
a0

@ Priya: We can definitely follow up on bugs to fix. We already have some of the portal sec... portal apps
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Design updates for portal

@ Avach g Addachildissue  Create v

Description

As part of Blueberry, we need to update:

1. Form Validation: Implement real-time form validation to give immediate feedback to users about

their input.

2. Progress Indicator: Build a progress indicator in the sign-up flow to let users know how far they've

come and how much is left.
3. Social Media Integration: Allow users to sign up using their social media accounts.

Attachments (10)
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Q, Search

Todo «
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o] Outline

= Marketing launch plan

Market Research and Analysis:

3

Brand Development:

Pre-launch Phase:

Marketing launch plan

1. Market Research and Analysis:
« |dentify Target Audience: Define the target audience for the Blueberry
project based on demographics, psychographics, and behavior patterns.
« Competitive Analysis: Conduct a thorough analysis of competitors offering

similar products or services to und i their

and market positioning.

« Market Trends: Research industry trends, consumer preferences, and
emerging technologies related to the Blueberry project to identify

0]

8 O-

# Editing - 4

& share ~ o
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> Vitafleet | Blueberry outline S B e 3% Summarize 8 oo
Blueberry outline

Owned by Veronica Rodriguez
Last updated: Apr 8, 2024 « 4 min read « k2 29 people viewed

Project Blueberry

Blueberry is the codename for a project focused on making changes to our development portal and
inventory management system. PPG will require changes by the web development team to launch a

new customer inventory portal to help users more accurately predict and implement changes.

Launch plan

Project goals
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e Agents

Rovo Agent

Atlassian AIE 228 TSM 2 M|A SiM

Al-Powered ITSM

Goals
Defined objectives to complete

Knowledge
Specific information to learn from

Character

Characteristics that enhance
contribution to the team

Actions

Specified actions to complete
objectives, with permission
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4. Atlassian Rovo - Agents 2024 WCEN Y
e Agents — Communication Crafter
Goals
- Align content to brand voice and tone
guidelines
Comms Crafter O Knowledge
Gtonmserafieck Company brand guidelines
Q) Agent by Corp Marketing (Vitafleet)
+
Craft and refine all things blogs, external comms, t Chdl‘CICter
and announcements. Align with your brand's voice. Consistent. educative. detailed
CAPABILITIES orientated
Copywriting Brand alignment Fact checking
Compliance review Generate announcements * Actions

Identify experts

Atlassian AIS 22 TSM Z2AM|A &AM

Al-Powered ITSM

Generate and make suggestions on
content for company announcements

Platinum ‘
8% Solution Partner * OPEN SOURCE CONSULTING

I A
QELAHPY
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4. Atlassian Rovo - Agents 204 £ 2GEN T

e Agents — Communication Crafter

ROVO | AGENTS - COMMS CRAFTER

& Confluence Home Recent~ Spaces~ Teams~ Apps~ Templates Q, Search or ask Rovo Bchat O @ .
> Vitafleet strategy / ... | Introducing the all new Vitafleet “ + B &6 & Publish Close draft
o Normal text + B I = =~ A~ = = [ el B +- 3% Write

initiative. We are thrilled to announce the strategic integration of Artificial Intelligence (Al) into our
healthcare logistics operations. I‘I’his pivotal move by VitaFleet LogisticsOps is set to redefine the
global distribution landscape for medical supplies, vaccines, and medications, ensuring they reach
those in need with unprecedented efficiency and precision.i

Talking to Q) @Commscrafter
< Ask Comms crafter or select from below

Check brand consistency

Fact check content

Generate headlines

213 55

Atlassian AIS 28 TSM ZEA|A &M .
. - A
Platinum ‘ QI AAHME]

Al-powered ITSM ,.‘,,\... Solution Partner OPEN SOURCE CONSULTING
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* Agents — Backlog Buddy

ROVO | AGENTS - BACKLOG BUDDY

v i §tJira Yourwork -~ Projects v Filters~ Dashboards~ Teams~ Plans~ Assets~ Apps v Q  Search or ask Rovo Bchat O @ o«

s V4

Bz Vitafleet mobile Projects | Vitafieet mobile |/ INV Porta
Software project
Backlog s
PLANNING Q “eg g = B
INV Portal App = k
Board
Backlog buddy N s BRoking; {123 et} Eecogbuddy 19 @@ Create sprint
= Timeline @ @Backlogbuddy
@Backlogbuddy [E) vMB-345 NewTransition - Tat ) Agent by Atlassian 1000 v ¥
| B Backlog
tj Agent by Atlassian [E) VMB-347 Enhancement of col  Streamline and organize your Jira projects by TODO v
G Active sprint cleaning up and prioritizing tasks making sure
[E) vMB-348 View forms on mob  your project backlog remains tidy and up to date. TODO v
Streamline and organize your Jira projects b ¥ Reports
. g . ,y P J, y [} VMB-349 Implement transitio CAPABILITIES TODO v =
cleaning up and prioritizing tasks making sure your Jssues D o (i
project backlog remains tidy and up to date. 0 VMB-350 Viewlssua: Nuser d oy ; fort Group tasks e ¥

9 Components

CAPABILITIES

=3 Soll LI -
Dependancy mapping Itd o ]
QO O [ — | -

Duplication detection Pr

»

Breakdown tasks Identif

»

+ + @+ P Oe + & @+ + i+

Platinum

Al'POWered ITSM A.. Solution Partner
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4. Atlassian Rovo - Agents

2024

4Q EAl o8

Early Access 2% &
s

* Agents — Draw.io

ROVO | DRAW.IO

i X Confluence Home Recent

> NSCIA IT / ... | Talent hiring process

Atlassian AIE 228 TSM 2 M|A SiM

Al-Powered ITSM

Spaces Teams Apps Templates

Onboarding Process overview

1. HR manager
a. Complete intake documents
b. Send NDA to new teammate
c. Enter payroll details
2. IT Engineer
a. Create login credentials
b. Configure laptop B

< [rell Draw.io what to do next
Suggest a sequence diagram that showcases the process

Here's your diagram:

E8 Diagram
HRManager ITEngineer NewTeammate
s
Complete intake documents
-—
Send NDA to new teammate J
[ Chat x¢ Cancel fsc

2 B ¢ e

ed by Rov

Q Search or ask Rovo

Insert below

0

ATLASSIAN

ANNON"

[2 Chat

Platinum
Solution Partner

s

IO ANAHAME]
LELAHEY
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* Agents — ZAPIER

ROVO | AGENTS - ZAPIER

i X Confluence Home Recent Spaces Teams Apps Templates Q  Ssearch or ask Rovo Bchat Q @ t’
>  Thrive for Tomorrow / ... | Customer invite list B ¢ 9r e 6 @ *.. 1.EEI7'|(Trigger)
a Zapier v B & X

A trigger is an event that starts your Zap

Context B Team outing — May 2024

Customer invite list &

Find the dinner directions on Dropbox
-] 2.%4M(Action)
ewed

An action is an event a Zap performs after it starts

For sure! I've found the “dinner directions.pdf” file on
Dropbox. You can access the directions using the link here
RSVP B Dinner directions.pdf

@Aoife Burke (aburke@tft.com) Insert to page
- »
@Andrew Park (apark@tft.com) | v I Q ‘ l; a
@Brooke Hadwor (bhadwor@tft.com) o @0
@Jenna Nangong (jnangong@tft.com)
@Olivia Yang (oyang@tft.com)

Draft an email for each person in the customer invite list - w A
@Raul Gonzalez (rgonzalez@tft.com) =

@Robi Lopez (rlopez@tft.com) .
) I've drafted your emails for those who haven't RSVP'ed.
@Ting Chen (tchen@tft.com) Here's a link to the drafts.

&
0 : -
Directions Open drafts .. ' as.o.no ‘[ o m m

: o & @0
Dinner directions.pdf =
Shared with Dropbox Write a prompt, @mention someone, or use / for actions % ﬁ ’ _‘ ’ n
B oropbox -
- @ “ee <
@ Content quality may vary Powered by Rovo )

Atlassian AIE 228 TSM 2 M|A SiM

lati QI AAHME]
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4. Atlassian Rovo

2024

Earlﬁ/ Access 2 & &
273

4Q EAl o8

Enterprise search for SaaS apps and custom connectors
33 Filter by app ™ Type

Find

£} Vitafleet APl documentation
Perf 360

© Vitafleet customer docs
& Google Drive

£ Figma

© Github

4% Slack

Out of the box agents

o@

P Rarh

Atlassian AI= 25 TSM E2M|A Al

Al-Powered ITSM

Rovo Chat Enterprise-grade permissions and security

Knowledge Cards

, I ! OV O Blueberry PproJecT
# Mobile development # Mobile apps

Blueberry is the internal codename for a project that aims to develop a
comprehensive inventory management system tailored to meet the

. needs of businesses across various industries. FS consulting will own
atlaSSIGn.Com/rOVO all of the Branding assets for BIueberryP
Related people and teams
e 82810

Dalatad winrl

Build your own agents Many more Agents in the Marketplace..

Feature flag cleanup

@Featureflagcleanup

O Agent by Atlassian

Keep your codebase fresh by removing stale feature
flags. Agent uses the issue details 1o automatically
write code and create a pull request.

CAPABILITIES

Write code  Create pull request

Platinum
Mo Solution Partner

>
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4. Atlassian Rovo — Custom Agents

Al Powered ITSM Agent . e °

HH hggﬁx_f_ﬂmu ey ZBME. EEv OAESY Sev A8y X W oHgE7| Q #M Chat % O ‘
e ’ L~ o
e
KAl
* Ro*l’o

- Sales Service Managem... < T2ME | Sales Service Management | CH7|¥
M|A n2He

« Azure AD2} Atlassian Guard SSO 9I'& Aatignadioine zoa -
© z=xez 5o =
74 Q ol# 24
* HH o 7 2712} ol
= osid
* 7| 0" HAI_ AHET -I -IT%I EFgl uE ENE J % 7| 29 Baxp EL o Time to resolution *
7 9ol € Ojo|2F Mef5t0] 0f7|0f
° %EEET M F718tHIR O B ssma (s:uole Fslexible User License for Jira intf0@12consultn Ho R YUY 2023-10-22
erver Starter e
1. ( AI% %-ﬁ_) AH E _E_ B.%SI _IC_)I_ -% AOH é->| Z;;}::iw 3 0 B ssm2 Promo code Request AOK BV (gkvi) Sales Veniture o Y 2024-05-27
2 E3h QKA OFAl Tl X7 s
2. (AIE © I_) Ro - =—T |- ) Assigned to me @ & 2
oy uestions for sales
3. AESHRE XS 2/ e
Quote support requests 1
4. (AI% %_Q-) RX'I Al-_é_F %‘)lEI Deal support requests [}
Sales review requests 0
= = A al = SC
5 AESShTRE 28 A HEA e
il
° = Soli EIIE & =0 |0I JISEILICH
7 ° — °
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4. Atlassian Rovo - Custom Agents

@ the description on the Agent's profile to learn more about it

Al ITSM Agent@ W20 ARE S+WeL|ch

Instructions
How do you want this Agent to behave? What can it do? More on writing instructions for an Agent

TSM) B0 CHYB! AUE WY & DU Al OJAIABIERILICE 2t AR whe Mt WES M0 T M| R

I3 UM Atlassian®| MEE W ESI0| ClYe Mlel DABOIA Kool MUIAE NS
nce, Bitbucket § Atlassian AR E M3 2R ABY ¢ UK X|NsI0), Ol2f &M D22 YAR &I

1249 @A
n 4%

itbucket )01l CHe! 7|@ X9 Xi#
8 A

n starters
When people interact with the Agent, conversation starters can help get a chat going,

81212] Olfv 8 MU

Knowledge

Specify the Agent's knowledge by only allowing it to reference the sources you provide

@D Only reference these sources

@ X Confluence

© Open Source Consulting x

Atlassian AIE 228 TSM 2 M|A SiM

ITSM

Custom Agents

« Name: Agent 0|5

« Desaiption. 2%

« Instruction*: X|A|

«  Conversation Starters: i} A[ZF 2

- Knowledge: X|4!7|2tKnowledge Base)S x|

Instruction Tips
.+ OfoJEES] 7|o) s S5
+ B ARSE - OO ET} Sof & At 8hx| Yoo &

« O|O[HET} Crefet Ao ofEA SEE A2
O 20|, 8 A2 Z2EUS [ S YA 22 SHEHOF )

+ OIOIHET} ARSI ASRtG St YA

O S0, YOHENA S8ct 0I=E X Fol e =+ S

Agentic Workflow
- Elflo| ot Holsin YAZZ20] I K|A|
_T|_7_III 01'6'I~ _g___I.LM-'c'SI- X~ E|

—
.

2. ElXtoEh =Q - MK CHCIX} Shet/ O _||+
3. EHEXL gk ol oifd /2t EZ 94 KB Z4AH
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