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Build it, ship it, support it: 
Customer service for a 
digital-first world 



How many of you know that you 
can use Jira Service Management 
for customer service?



And how many of you are using 
Jira Service Management for 
customer service?



1 IN 4
customers use  

 
for external support



Delivering a great customer 
experience is non-negotiable.



Moving fast enough to keep up 
with the way customers want 
to experience support

Cost reduction/ revenue increase

Lack of skilled resources needed to 
keep pace with technology changes 
and operational sustainability

Scaling of support as the 
business grows

Convincing management to accept the level 
of investment necessary to make customer 
service a competitive differentiator

GREATEST CHALLENGES SERVICE ORGANIZATIONS EXPECT TO FACE

Source: Gartner, Customer Service & Support (CSS) practice survey of heads of customer service



Deliver exceptional,  
digital-first customer service



fastoftenInnovate



Escalations would 
often have to 

bubble up all the 
way to the CTO.

Fiona Gallagher |  Global head of product support, Iress



Customer support



Customer supportOperationsDevelopment





Build it Ship it Support it

Development Operations Customer support

Provide seamless customer 
service and create a feedback 

loop with development

Correlate  incidents with 
support cases to see the 
impact of each release

Solve meaningful problems by 
bringing customer insights 

directly into your work



Closing the loop  
with Development

Operations

Customer support



97%

Probability of 
sharing 

positive word 
of mouth

86%

Probability of 
spending 

more money

82%

Probability of 
being retained

 Source: Gartner Loyalty Through Customer Service and Support Survey

Value-enhancing service experiences have a massive 
impact on customer loyalty behaviors.



A customer’s journey



IRESS + ATLASSIAN

“The synergies of having everyone on 
one platform has been a blessing.” 

FIONA GALLAGHER, GLOBAL HEAD OF CUSTOMER SUPPORT



46%
Support cases handled  

within 24 hours

IRESS |  RESULTS

20%
Fewer requests thanks 

to self-serve



👋 Meet Jane
AN IRESS CUSTOMER



IRESS |  HELP CENTER



IRESS |  REQUEST FORMS



👋 Meet Ed
AN IRESS SUPPORT AGENT



IRESS |  SUPPORT QUEUES



IRESS |  SUPPORT WORKFLOWS



Development Customer support



IRESS |  DASHBOARDS & ANALYTICS



IRESS |  DASHBOARDS & ANALYTICS



for Customer Support



Capabilities today

KNOWLEDGE BASE, 
CANNED RESPONSES

QUEUES & SLASCUSTOMIZABLE 
WORKFLOWS & 
AUTOMATION



MULTIPLE SUPPORT 
CHANNELS

Capabilities today

FLEXIBLE REPORTING

KNOWLEDGE BASE, 
CANNED RESPONSES

ADVANCED FORMS 
WITH CONDITIONAL 
LOGIC

QUEUES & SLASCUSTOMIZABLE 
WORKFLOWS & 
AUTOMATION



JIRA SERVICE MANAGEMENT |  CUSTOMER SERVICE TEMPLATE



What’s coming up next



BETTER 
CUSTOMER 

MANAGEMENT

BETTER 
SUPPORT 

CHANNELS

BETTER  
AGENT 

EXPERIENCES



CUSTOMER MANAGEMENT |  CUSTOMER CONTEXT

Customer context



CUSTOMER MANAGEMENT |  CUSTOMER CONTEXT



CUSTOMER MANAGEMENT |  CUSTOMER CONTEXT



CUSTOMER MANAGEMENT |  CUSTOMER CONTEXT



CUSTOMER MANAGEMENT |  CUSTOMER CONTEXT



CUSTOMER MANAGEMENT |  CUSTOMER CONTEXT



CUSTOMER MANAGEMENT |  SSO FOR EXTERNAL ACCOUNTS

SSO for  
external accounts



CUSTOMER MANAGEMENT |  SSO FOR EXTERNAL ACCOUNTS



SUPPORT CHANNELS |  HELP CENTER CUSTOM DOMAINS

Help center 
custom domains



SUPPORT CHANNELS |  CUSTOMIZABLE HELP CENTER

Customizable  
help center



SUPPORT CHANNELS |  CUSTOMIZABLE HELP CENTER



AGENT EXPERIENCES |  DEV AND PRODUCT ESCALATION

Developer & 
product escalations



AGENT EXPERIENCES |  DEV AND PRODUCT ESCALATION



AGENT EXPERIENCES |  ATLASSIAN INTELLIGENCE 

Atlassian 
Intelligence



AGENT EXPERIENCES |  SMART SUMMARY WITH ATLASSIAN INTELLIGENCE 



AGENT EXPERIENCES |  CHANGE TONE WITH ATLASSIAN INTELLIGENCE 



for Customer Support



Support it
Ship it
Build it

Development

Operations

Customer support



Service Management for 
Customer Support Teams

QUESTIONS?
PRODUCT GUIDE
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Thank you


