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Empower anyone to be a Jira
Service Management admin

n

P
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Spot the Jira admin



Q: Which paksdtl adtlibea.Jira admin?

DarthVader Grand Moff Tarkin General Veers Moff Gideon

Head of IT Marketingmanager  Senior data scientist CFO



CANBEAJIRA
SERVICE VMIANAGEMENT ADMIN




BE THE ENABLER,
NOT THE ADMIN.




LET’S LOOK AT AN EXAMPLE

Captain Piettis a Jira
Service Management
admin struggling
with his workload.



You are in command now, Admiral Piett!

| want my Don’t make
service desk, me call
not excuses! Heisenberg!

IT admins

Marketing IT support Analytics Finance




BUt Shq ring qu many custqm fields
adminrights
IS do ngerous. Breaking things

Do you want a bullin a china shop?

Creating mess

Chaosis hard to step back from.



Three ways to enable your stakeholders

H By -

Create a seed Make them Jira Give them a team-
project admins managed project

'il‘& ﬁl ‘%J}*i




Creating a

seed project




Wh en i ST h i S When standardization is

_ Tag]elelgte]pls
the right
a p p YOO C h ? When people may not follow

your guidelines

When people are less willing
to learn



BOTTOM LINE: YOU SHOULD USE A SEED PROJECT...

\When you are
worried about
consistency.



Configure one project to rule themall

°

+ + +
* * v
< + +
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B) Queves
(2] Raise a request

’.

d
B Sheets
KNOWLEDGE

B Knowledge base

lst! Reports

Your queue is empty but what is empty?

CHANNELS & PEOPLE

Time to ponder the mysteries of the Universe.
] Channeis

[ O
& Invite team

fgp Customers

SHORTCUTS

[ Add shericut

{3 Project settings

You're in 3 team-managed prosect

Give feedback Learn more


http://drive.google.com/file/d/1TX2N5rmBRrc9Sm5OOUYz99ZRFLuteuKp/view

PRO TIPS

®@ O

s g0 Jira  Yourworkv Projectsv Filters+v Dashboards~ People~ Plans~ Assets Apps

Simple config

One screen for all request types.

E Marketing service d... Projects / Marketing service desk (New) |/ Project settings
Service project Screens

®  Backtoproject MSDN: Jira Service Management Issue Type Screen Scheme
Project settings Screens allow you to arrange the fields to be displayed for an issue. Different screens can be used when an issue is create

The screen scheme defines which screens apply to this project. To change the screens used, you can select a different sci
Details

This project uses 2 screen configurations.
People . .

: » MSDN: Jira Service Management: General Screen Scheme peraur
Features . : . . .
Emailed request Questions for marketing & Request a campaign & Request a content review + N
Summary
» MSDN: Jira Service Management Screen Scheme

Issue types

"] Task LY Sub-task
Request types

Forms

External resources

Customer permissions

Language support

Portal settinas



PRO TIPS

®

Simple config

Request form

° Back to request types

One screen for all request types.

Give them options

Add the fields and workflows
mMost teams use. A

Not too many
They will need your help.

E Request a campaign

Request type description @

Submit your request for a marketing campaign.

Instructions

Summary

Description

Attachment

4= Give feedback

Issue view Workflow statuses

Preview

J° View workflow

Fields added to the request form are filled out by customers when they raise a request from the portal. Learn more about the portal, or how
to customize fields.

REQUIRED >

REQUIRED >

Fields ®

Search all fields

g

Use fields from any project on your site

Fields unavailable in the issue view 4

Suggested fields @)

@ |Approvers

Alssignee
Collaboraftor [Alpprovers

Due dalte

¢ B © ©

Liabels

ProFormial lll fields test

ISSUE

ISSUE

ISSUE

ISSUE

© Which Reylo Ren Chiaridcter [dre you?

Advanced fields

= Complalss
S Major incident

= Pdrent Link

Create new custom fields [4

Refresh this page after creating new fields.




PRO TIPS

Simple config

One screen for all request types.

Give them options
Add the fields and workflows

Most teams use.

Not too many
They will need your help.

O

®

Back to request types View workflow -
& q ypP of° Fields ®
Request form Issue view Workflow statuses Search all fields
Type to search all fields Q
o .
cO Employee Onboal‘dlng Use fields from any project on your site

Fields added to the request form are filled out by customers when they raise a request from the portal. Learn more about the portal, or how

to customize fields. .
Suggested fields @)

Request type description ()

© Actual start
Submit an onboarding request for a new hire.

Aa Affected hardware

Q@ Affected services
= Instructions >

Affects versions

Aa Summary What is the employee name? REQUIRED >
Approvers

& Attachment Offer letter

®© © [

Assignee ISSUE

Backout plan ISSUE

Change type
Aa Checking for Simon
@ Collaborator Approvers

Components ISSUE

[II

Aa Department
B Vidhu's Form" form

Create new custom fields [4

, Refresh this page after creating new fields.
4= Give feedback Discard Preview



WHAT IF YOU WANT TO GIVE
THEM




Make them
Jira admins




Wh en i ST h i S When autonomy trumps

standardization
the right

d p p YFOQC h ? When you trust your team
will do the right thing

When people really want to
do it themselves



BOTTOM LINE: YOU SHOULD GIVE THEM
JIRA ADMIN PERMISSIONS...

\VWhen you trust
them and they
are keen to learn.
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X
- IT service management
Project templates Handle service requests, resolve incigents, approve changes and fix problems 5
using ITSM best practices.
See details
Software development

Work management employeas get the answers they need
See details
Product management

General service management for business teams LAsTcreario

Manage your Incoming requests and collect the information needed 10 respond 10 5
them at scale
See details

Marketing

Service management / General service management for IT teams
/ Manage your everyday IT service requests in one jlocation and heip your >

Human resources

Finance

Customer service management

Personal

Design k —— o
Dellver great sarvice experiences 1ast with a template designed to heip your 5
axternal customers.
See details
Operations I
® HR service management
Legal Manage onboarding and offhoarding, answer questions, and faciitate change b
] requeasts for your stalf.
Sales See details
Analytics . .
Finance service management
IT Manage budget and spend requests, respond to questions, and share guidelines 5
L and Insights,
Facilities See datalls
PRODUCTS Facilities service management
Easily manage requests for maintenance, moving, and event planning, >
© Jira Sottware See details

‘ Jira Service Management

A3 WY PRCRT Juieis SR ML P SR L PO Ll A e A '


http://drive.google.com/file/d/1gYSL0aIjngDBo29kek3AndeKeqZK5vjU/view

PRO TIPS

Use a project
template

Ensure no configuration
is shared

Hold a training
session

Teach them how to get
started

Set guidelines

Be clear on what they can
and can’t do

X

Project templates

Service management
Human reseources

Legal

PRODUCTS

’( Jira Service Management

%> Import your work

Project templates

Service management

Deliver great service experiences fast. Empower every team, from IT to HR to legal, to set up a service desk
adapt to scale with our service management templates.

IT service management

Handle service requests, resolve incidents, approve changes and fix problems u:
best practices.

General service management for business teams

% Manage all your business service requests in one location and help your employt
answers they need.

O HR service management
u’ Manage onboarding and offboarding, answer questions, and facilitate change re
" your staff.
17!' Facilities service management

Fl ’:

Easily manage requests for maintenance, moving, and event planning



PRO TIPS

Use a project

Configure 'Checkboxes' Field
template

Ensure no configuration Name’ £
is shared How to create a custom field
Description ¢
. e It is really very easy
Hold a training ;
SESSIO" Options"
Teach them how to get Add :
started
7
Set guidelines ;
Be clear on what they can
and can’tdo ;
g

Previous Cancel €



PRO TIPS

Use a project
template

Ensure no configuration
is shared

Hold a training
session

Teach them how to get
started

Set guidelines

Be clear on what they can
and can’tdo

Edit status

' !
Name

DON'T DO THIS!!

Description

The issue is open and ready for the
assignee to start work on it.

Explains the significance of an issue when it is moved In to this status. Descriptions

Category‘
To Do v

Helps identify where an issue IS In Its lifecycle

Issues move from To Do to In Progress when work starts on them, and later move to

Done when all work 1s complete

lcon URL"

[images/icons/statuses/open.png | select image |

(relative to the Jira web application e.g /images/icons OR starting with http://)

01



WHAT IF YOU WANT TO GIVE
THEM




Give thema
team-
managed
project




Wh en is t h i S When you don’t want other

projects impacted
the right
( p p YFOQC h? When they really want to run

their own service desks

When the team is less
technical



BOTTOM LINE: YOU SHOULD CREATE A
TEAM-MANAGED SERVICE DESK...

VWhen ease of use
and autonomy
Mmatter most.
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# Jira Service Manogement

Manage your Incoming requests and coliect the information needed 10 respond 10 >
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Marketing

Human resources
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Finance # Jira Service Management

Dellver great service experiences fast with a template designed to heip your >
Design external customers.
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Personal
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HR service management
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Sales requests for your siaff.

See details
Analytics
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Facilities # StaSenvice Management

Manage budget and spend requests, respond to questions, and share guidelines >

: and insights.

PRODUCTS See details
© Jira Software
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http://drive.google.com/file/d/10OXNNrly-C7t1OCuaU6lpcR4PFuQIwu2/view

New team-managed project features

= = [ s
oo sl TS
CMP/asset fields Customer Copy workflow

transitions within project



PRO TIPS

Woalk them
throughiit first

Get them across the basics

®@ O

Projects / Finance TMP /| Project settings / Request types

Creating your first request type of° Edit workflow

Portal description

Got a question for the finance team? Submit it here.

Portal instructions

Enter text to help your customers complete this form correctly.

Customer request form @

Aa Summary What is your finance question? REQUIRED >

REQUIRED >

Description

Attachment

This Is what customers see WV

B o

Creating your first custom field

Portal field name

This is what customers see

Description

Describe it! Use your words :) |

Default number



PRO TIPS

Woalk them
through it first

Get them across the basics

Encourage
independence

Let them create their
service desk on their own

Check in before

go-live
Make sure the releaseis a
success

Request types

O

+

Emaill request

Creating your first request type

Inappropriate icons

More request types

Request a buadget allocation

Reqguest a policy review

Too many request types

Add request type




PRO TIPS

Walk them
through it first

Get them across the basics

ojects |/ Finance TMP | Proje:

Internal access e

E n CO U rCI g e Project access
o (4 Private Change internal access o Only admins and people you add to the Internal access page can search for, view, and comment
Independence

on this service project's customer requests.
Let them create their
service desk on their own

Roles WV

Name Email Role

&3 -
‘g Jehan Gonsalkorale Administrator Vv Remove

Check in before

go-live
Make sure the releaseis a
success



Let’s recap



Three ways to enable your stakeholders

H By -

Create a seed Make them Jira Give them a team-
project admins managed project

'il‘& ﬁl ‘%J}*i




Stakeholders? No, these are admins.

e




A

Thank you

>

JEHAN GONSALKORALE | SENIOR PRODUCT MANAGER | @JEHAN_GONSAL



