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We’re the world’s largest 
generator of renewable 
energy from the wind and sun.

NextEra Energy is the world's largest 
utility company, and we're proud to be 
built and based in America.



 

NextEra Energy

 

We’re recognized 
among the top 25 in 

the world for 
innovation, according 
to Fortune magazine.



Our story Jira Service 
Management 

benefits

Rich filters & 
dashboards

Best 
practices

    

Agenda



We were all in the 
same physical space.

BEFORE THE PANDEMIC



Shared mailboxes 
The primary method of 

requesting service

Before the pandemic

The Vortex 
Send it and pray

100% face to face 
collaboration 

No virtual capabilities



DURING THE PANDEMIC

We shifted to 
remote work.



Shared mailboxes 
became disorganized 

Not effective for remote work

During the pandemic

The Vortex expanded 
Send it and pray harder

100% virtual 
collaboration 

Unfamiliar new tools



OMG, help us! Surely we 
have a tool that can solve 
our current challenges.

THE BUSINESS





USING JIRA SERVICE 
MANAGEMENT TODAY? 

USING JIRA SERVICE 
MANAGEMENT FOR NON-IT? 

GETTING THE FULL BENEFIT OF JIRA 
SERVICE MANAGEMENT?



Deliver value 
fast 

Deliver great service 
experiences fast

Make work 
visible 

Richer contextual 
information

Simplify the 
process 

Eliminate complexity

Measure 
everything 

Empower teams 
with data

Benefits
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Agile process office 
Agile Portfolio, Coaching

Where we have implemented Jira Service Management

Accounting 
AP,  AR, RM, cash 
management, credit ops, 
travel & expenses

Power generation 
Internal controls,  inventory, 
procurement

Worker onboarding 
Non-IT departments

Supply chain 
Vendor management

Legal 
Entity Management

Risk management 
Assessment, Mitigation, 
Management



68%
reduction in service delivery cost



 

Deflection 
Self-service capabilities deflects 20%

Speed 
Improved handling time by 61%, assisted by 
automation

Customer productivity  
30 minutes per quarter with improved portal 
and self-service capabilities

68% 
reduction in 
service 
delivery cost
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“What problems are 
you trying to solve?” 

The challenge

Demo 

Jira Service 
Management  
capabilities

Hands-off 

Masters of their 
own destiny

What data? 
What request types? 

Homework

Our blueprint

Business team hands-on 
Jira Service Management 

Training

Build 

Start with a desk and 
dashboard MVP



What problems are we 
trying to solve? 
Come to a mutual understanding on 
the challenges we need to solve. 

Our  
blueprint

The challenge

Homework

Build & train

Hands-off

 



Demo and homework 
A demo to understand the capabilities of 
Jira Service Management. Homework to 
define the data points that each type of 
request requires.

Our  
blueprint

The challenge

Homework

Build & train

Hands-off

 



Build and train 
Using the homework as the foundation, 
iteratively build service desk with the 
business’s involvement. At the same 
time, train the service desk agents.

Our  
blueprint

The challenge

Homework

Build & train

Hands-off

 



Hands-off 
Deliver the service desk to the business 
and then we are hands-off. The 
business can modify their own service 
desk as needed. 

Our  
blueprint

The challenge

Homework

Build & train

Hands-off  



WHAT ARE YOUR PAIN POINTS? 

WHAT ARE YOUR OVERALL 
PRIORITIES?  

DESCRIBE THE CUSTOMER 
JOURNEY.
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Proforma 
Interactive and 

logical forms

Templates 
Start with an MVP

System 
governance 

Careful use of custom 
fields

Service desk 
owner CoP 

A culture of peer 
support

Best practices
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TAM 
Get help with complex use 

cases

Making the most of our Atlassian investment

Premier support 
Get help with technical issues

Atlassian University 
Help train your agents



What’s next? 
Migration to Enterprise Cloud 
Integrate Jira + ServiceNow 
Integrate Jira + Microsoft Teams
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Our story JSM 
benefits

Rich filters & 
dashboards

Best 
practices

    

Recap



COME JOIN US
jobs.nexteraenergy.com





Catherine Ponti

Contact & connect with us

Jashua HaqueAlyson Lamb




