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Overview

Getting to know the Jira Service Management virtual agent
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HOW NVMANY OF YOU HAVE
HAD A FRUSTRATING
CONVERSATIONWITHA
CHATBOT?



80%

of consumers experience
increased frustration levels when
interacting with a service chatbot.



HOW VMANY OF YOU ARE
DATA SCIENCE EXPERTS?




Chatbots are hard. Getting
themright is even harder.

Source : The Forrester VVave™ : Chatbots for IT Operations, Q4 2022



THE JIRA SERVICE MANAGEMENT VIRTUAL AGENT

How Is Atlassian getting
chatbots right?
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Thread #help-it

Shihab Hamid Today at 12:09 PM

| am struggling to connect from home, can you
help?
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Thread #help-it
2 replies

@ Assist APP 12:09 PM

Hi, | am your virtual agent, here to help with
your question or requests.

@ Assist APP 12:09 PM
Are you looking for help with either of these?

l Shihab Hamid selected | am having VPN issues”

@ Assist APP 12:09 PM

When connecting to the VPN, do you get an
error message?

@ >ginDeniednid s@ectificAGioniérrdion e@tHer




Thread #help-it
2 replies

@ Assist APP 12:09 PM

Hi, | am your virtual agent, here to help with
your question or requests.

® Assist ABB 12:09 PM
Rseyeneoking for help with either of these?

Q) partormeaieseirttof thendbwides VPN issues”

2. Follow the self service step in “Certification

ASQEﬁdﬁﬁ%n FiltreNlvhen connecting to VPN
DR SO eCEng &2 e S S Por X At
g[srg message?

'@ Shihabp Hamid|selected “Certification|error”
'@hatlneijpe(ij A_:,l Waelt for ti\e team




0 How do | connectto VPN?

’ What is the office wifi name?

O How much leave can | take?

‘ How do | setup an NDA?

O Can | bring my dog to work?



Neural network
nyperparameters
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o the virtual
agent




Setting up the | rpre——

C Q  https://acme.atlassian.net/jira/servicedesk/projects/TECH/settings/va h O 2

f Your work  Projects v Filters Dashboards People Apps Q Search ‘ Q Q @

virtual agent

Workplace Tech o Projects /| Workplace Tech [ Project settings / Virtual agent / Intents

Service desk project .
Intents Create intent

G Back to project settings Create, edit, and manage your intents. Each intent represents a specific problem, question, or request that your virtual agent
can help to resolve for your customers. Learn more about intents.

VIRTUAL AGENT

Intents Virtual agent performance Last 7 days v

Intent discovery )
o naiytics Conversations ® Matched ® Resolved ®
& bu I ld Standard flows 1’400 405% 105% 4

. Vv 3.7% from last week ™ 4.5% from last week ™ 4.5% from last week No change
Settings

Search intents

Name Conversations Matched rate Resolved
Tableau - Access 280 10.1% 80.6%
Device Support - Suspected Hardw.. 320 10.8% 76.5%
Zoom - General 486 1.9% 98.2%
License Request - Loom Access 871 2.3% 10%
2FA (Duo and Yubikey) 100 23.7% 5.6%
Posture - Troubleshooting 75 78.9% 4.3%

You're in a company-managed project VPN Troubleshooting 7.2% 29.6%




Setting up the
virtual agent

Intent discovery
& build

¢ Workplace Tech - Virtual agent X +

C Q  https://acme.atlassian.net/jira/servicedesk/projects/TECH/settings/va

f Your work  Projects v

Workplace Tech

Service desk project

\ %

Q Back to project settings

VIRTUAL AGENT

Intents
Analytics
Standard flows

Settings

You're in a company-managed project

Filters Dashboards

Step 1/2

People Apps

Enter your intent’s basic settings

Start with an intent template, or fill in these fields to create your own custom
intent. You can edit these settings at any time.

Template

Description

Display name * (0)

See templates

Start from blank

Software access

FROM YOUR DATA

This intent template was automatically created using
data from your Jira Service Management issues from
the last 30 days.

Description
Manage budget and spend requests, respond to
questions, and share guides and insights.

About this template

Appeared in 98 recent issues
Issue coverage
Training phrases

30 phrases

Cancel

Q Search

Templates ®

Templates give you a list of training phrases and
some basic intent settings to start with, and can be
edited at any time. You can only use each template
once. Learn more about intent templates.

Search

From your data 5 Intent template bank 1  All 30

Sort by Recommended

Software access FROM YOUR DATA

Manage budget and spend requests, respond
to questions, and share guides and insights.

Password reset FROM YOUR DATA

Manage budget and spend requests, respond
to questions, and share guides and insights.

Hardware request

Manage budget and spend requests, respond
to questions, and share guides and insights.

VPN issues

Manage budget and spend requests, respond
to questions, and share guides and insights.

Laptop allocation

A\ a¥a




Setti h
ett I n g u p t e ® <+ Workplace Tech - Virtual agent X +
Vi rt u q l q g e n t C Q  https://acme.atlassian.net/jira/servicedesk/projects/TECH/settings/va

f Your work Projects v Filters Dashboards People Apps Q Search

Workplace Tech Intents / Hardware request
v

Service desk project VPN Intent status: Testing v

Q Back to project settings
Flow Training Settings

VIRTUAL AGENT .
Q Match intent

Intents

Analytics +

Standard flows Error message

Settings Do you get an error message when

connecting to the VPN?

Flow creqtion Login denied Certificate validation

+ +

Choice Choice

To resolve: 1. Perform a restart of the To resolve: 1. Perform a restart of the
device. 2. Follow the self service steps in... device. 2. Follow the self serv © er Q c—

You're in a company-managed project Discard
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Setti h
ett I n g u p t e ® <+ Workplace Tech - Virtual agent X +
Vi rt u q l q g e n t C Q  https://acme.atlassian.net/jira/servicedesk/projects/TECH/settings/va

f Your work Projects v Filters Dashboards People Apps Q Search

Workplace Tech Intents / Hardware request

v
Hardware I’equeSt Intent status: Testing

Service desk project

Q Back to project settings
Flow Training Settings

VIRTUAL AGENT Step details

Intents ' |
Send web request Type

Analytics Empty Send web request

Standard flows ) This will send an HTTP request to the URL you
specify.

Settings
Web request URL *

If: Request is successful If: Request is unsuccessful
Enter a URL

-+

FlOW creqtion Ask if resolved Headers (optional)

Did this resolve your issue? Name Value Hidden

Q Add header

HTTP method *

Select a method

Body type *

You're in a company-managed project Discard




Setti h
ett I n g u p t e ¢ + Workplace Tech - Virtual agent X +
Vi rt u q l q g e nt Q  https://acme.atlassian.net/jira/servicedesk/projects/TECH/settings/va

& Your work Projects v Filters Dashboards People Apps Q Search

Workplace Tech Projects / Workplace Tech / Project settings / Virtual agent

Service desk project

\ %

Analytics

® Back to project settings Understand how Virtual Agent is performing across your organisation. Learn more about Virtual agent.

Last 7 days v
VIRTUAL AGENT

Intents .
Conversations Matched Resolved

Analytics 1,400 40% 10% 5

Vv 4.5% from last week ™ 4.5% from last week ™ 4.5% from last week No change
Standard flows

Settings

Your Virtual Agent saved the
team 510 hours of work in
the last 7 days

Show me more

Aug 2 Aug 3

- Resolved issues

Launch &
meadsure

You're in a company-managed project




2000+ >50%

hours saved virtual agent assistance rate



Fastly’s story

Early access program participant




The edge cloud platform behind
detI.Y ‘ the best of the web



About Fastly’s
IT org

Team of 17

1120+ Global
Staff

~600+ Monthly
tickets

15d TTR




Context switching

Agents work in Jira Service Management and
help-seekers work in Slack.




Agent time wasted

Too much time spent triaging, responding to

repetitive Tier 1requests, and opening tickets for
help-seekers not following the process.



High resolution times

Ticket backlog leads to long help-seeker wait
times.



Virtual agent priorities

S @ &

Establish intake Automate Improve help-
process repetitiverequests  seeker experience
Define a process for capturing Reduce Tier 1 support tickets and Reduce wait times and
requests in Slack without need for human interventionin maintain or improve CSAT

disrupting agent flow low-complexity requests
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How we’re addressing them

= . i

Set up chat Create intents 24/7 support
Bi-directional sync between Co-create recommended Establish an always-on
Slack and Jira Service intents and flows for high support mechanism for auto-

Management coverage issues response and resolution



30%

Fastly target virtual agent
assistance rate



Expand to other
teams

Currently exploring
opportunity to rollout to
business systems team

Next steps

v |

Build out knowledge
base

Expand article coveragein
anticipation of generative
Q&A feature

( @

Set up web request
automation

Connect to Okta to automate
access requests to further
reduce ticket volume
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276

Average virtual agent assistance
rate across alpha customers



Demo

Common virtual agent workflows



VIRTUAL AGENT AUTO-RESOLUTION

Tier 1 support request



S JSM Virtual Agent Demo - Inte X <@ JSM Virtual Agent Demo - Que X | +

@ grimlock.jira-dev.com/jira/servicedesk/projects/JVAD/settings/virtual-agent/intents 0

1'7' Jira Your work v  Projects v Filtersv Dashboardsv Teamsv Assets Appsv Q Search

E JSM Virtual Agent Demo Projects | JSM Virtual Agent Demo /[ Project settings

Service project 2
Intents Create intent

G Back to project settings ) ) 3
Create, edit, and manage intents. Learn more about intents.

VIRTUAL AGENT  EARLY ACCESS Virtual agent performance Last week v

Intents
Conversations D (i ) Resolved D

0

Standard flows

Settings

Create your first intent

Intents help your virtual agent to work out what your customers need
and provide a solution.

Create

ent

You're in a company-managed project




VIRTUAL AGENT-ASSISTED RESOLUTION

Complex support request



@ @ « - (O Q Search Atlassian

Atlassian... v @ 1t ask-it_demo v

Thread i ask-it_demo

4+ Add a bookmark FMIDISL AT < L IHNIULE dRU

@ Threads Nice! Go ahead and enter the time
More FY Amy Howes 1:53PM Today v machine using the keycard and enter the

¥ 2
My VPN isnt working can someone help me look at this error? date you want to travel to.

JSM Virtual Agent @ 5 replies Last reply today at 1:58 PM
ask-it_demo

E Danni Pyle 1:54 PM Once you have completed that step click
next.

Channels joined #ask-it_demo along with cowdoy.

Danni Pyle 1:55pMm ﬁ @Jensen Fleming selected "Next"
Direct mes... E

Hey! I'm not sure what happened, but my laptop's display brightness won't turn up. It sounds like Assist APP < 1 minute ago
Apps everything's working, but | just can't see the screen. Awesome, now just shut the door and

=01 & click “travel” on the machine. Let us know
if you successfully make it to your

@ @ 5 replies Last reply today at 1:57 PM deskingti
estination.
cowdoy = 1:56 PM 5

* Q, > L * - . ?
hi team, i’'m locked out of gmail — can i get an assist with a password reset? @Jensen Fleming selected "l made it! Thank
-t
G you"

@ @ 4 replies Last reply today at 1:57 PM Assist APP < 1 minute ago
I'm happy to hear this worked! Please let
me if you have any feedback for me.

ﬁ

@Jensen Fleming selected " il i

andrew 2:04 PM
joined #ask-it_demo.

andrew 2:04 PM
" my computer went to sleep and it won't wake up!

Assist APP < 1 minute ago

If you have any additional feedback to

-~ Jensen Fleming 2:43 PM share, I'd love to hear it - please post it as
How do | use this time machine? | can't get it to work... a message in this thread (&)

@ 4 replies Last reply today at 2:11 PM

@ 7 replies Last reply today at 2:44 PM

B I & | & 5 > O Reply...

Message #ask-it_demo I (J Also send to # ask-it_demo
+ ¢ ©@ @ Aa

+ ¢ ©® @ Aa

ask-it_demo v (@ 63)




VIRTUAL AGENT AUTO-RESOLUTION

Generative Q&A



VIRTUAL AGENT AUTO-RESOLUTION

Generative Q&A



@ @ « > (0O Q Search Atlassian

Atlassian... v @ 1t ask-it_demo v

) TMieedk + Add a bookmark

Danni Pyle 1:54pPMm
joined #ask-it_demo along with cowdoy.

More

JSM Virtual Agent Danni Pyle 1:55pPM
Hey! I'm not sure what happened, but my laptop's display brightness won't turn up. It sounds like everything's working, but | just can't see the screen.

=01 G

@ @ 5replies Last reply today at 1:57 PM

ask-it_demo
Channels

Direct mes...
cowdoy =, 1:56 PM

Apps s/ hi team, i'm locked out of gmail — can i get an assist with a password reset?
=01 &

@ @ 4 replies Last reply today at 1:.57 PM

. andrew 2:04 PM
joined #ask-it_demo.

| andrew 2:04 PM
" my computer went to sleep and it won't wake up!

@ 4 replies Last reply today at 2:11 PM

d— Jensen Fleming 2:43 PM
How do | use this time machine? | can't get it to work...

@ 7 replies Last reply today at 2:44 PM

\— Jensen Fleming 2:45 PM
Oh no... | got to the past but there is a cyborg here. How do i destroy it???

ask-it_demo v (@ £3)




If: Confidence is high
@ g

Matches to a well defined intent

Enter matched
intent convo flow

.

Customer request Intent : :
matching N @ If: Confidence is low

Check if it is answerable by KB

Send generated
answers derived
from customer’s KB
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What’s next

Sneak peek at the virtual agent roadmap



Time to value

&

Intent suggestions
Streamline intent creation by using
suggested intents based on your
historical ticket data.

&2
Generative Q&A

Reduce the number of necessary
intents for ticket coverage by using your
knowledge base.

Save agent's time

“

Web request steps

Cut down on escalated tickets but
letting the virtual agent do the dirty
work.

Triage more issues

Let the virtual agent ask the obvious
guestions so your agents don't have
to.
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T Always-on support where your
C lo S I n g help-seekers already work in Slack

thOug htS and Microsoft Teams

Instant value with templates and
generative Al - no coding or data
science required

Automated workflows that free up
agent time to focus on the work
that matters



QUESTIONS?


http://atlassian.com/virtual-agent

A ATLASSIAN



