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Introduction

As every business is becoming digital-centric, high-quality software development
is more important than ever. Development and engineering teams play a
critical role in delivering customer value, revenue growth, and competitive

differentiation.

However, while they are under pressure to ship more digital products and
services faster, teams face challenges such as inefficient handoffs, extended lead

times, and limited visibility from pipeline stages to final delivery.

To improve productivity, decrease time to market, and respond to incidents faster,
development and engineering teams must prioritize and streamline the flow of
work that matters while increasing visibility and collaboration with other teams,
especially IT operations. Here are six ways to supercharge developer workflows

with Jira Service Management:
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Unite development, IT, and business teams
on one industry-leading platform

Modern
operations

Modern
support

For many organizations, Atlassian has become the platform that unifies and
accelerates work across development, IT operations, and business teams. Built
on the same platform as Jira, Jira Service Management is uniquely positioned to
help development teams provide more value to their customers by streamlining
the intake of work, deploying faster while minimizing risk, and accelerating

incident response with IT operations.

And because you’re on a single platform, developers, IT operations, and support
teams have a shared view of every issue from start to finish. Collaboration is

made easy-all issue context is visible, so there’s no need to hunt down details in

other tools.

66

We’ve really seen the value of being able to funnel
requests into a central location, from both recording it
to see trends and to streamline the workflow. It’s been
a really positive cultural shift.”

Jeff Lai - Internal Infrastructure - Canva.
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Don’t just take our word for it, analysts
have recognized Atlassian as a leader
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“Atlassian has effectively integrated Jira, Jira Service setrons g
Management and Confluence to provide a platform
that enables DevOps teams to collaboratively
manage their work. Atlassian’s customers find that
these tools become a core part of their way

of working”
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Streamline development work intake
and prioritization

Developers use Jira Service Management as a single source of truth to streamline
work intake. This enables them to classify and prioritize work before it hits their
backlogs and allows for proper resource allocation. Jira Service Management’s
customizable self-service portal makes it easy for customers to report bugs,
feature requests, incidents, and other development-related requests. Teams

can also utilize dynamic forms to build user-friendly request screens to capture
relevant information up front and eliminate time-consuming back-and-forth

conversations.

Incident: Billing System is Currently Down
Anissue was reported with the Billng System webserver (billprod_04) on 08/29/2024 03:23:14

>

ﬁ Central Operations

This is the spot where Central Operations keeps your services running smoothiy.

TESE.
»
,

‘Spend less time hunting for the right request form
& Chat with virtual service agent

sk any questin and Giveour Al-pomare vitual sevie agenta .
Common Requests
Report a bug
W roin s bugrreportiere

Required fiolds are marked with an asterisk *

Rafse this raquast on behalf of

© Dante Rodriguez (drodriguez@banclyinc.com)

(@) oy et tha you e xperencing & problens. Plasss prowi &8 och forieion 83 pos bl aboul the prcblem. This il hlp Us iaose
and fix your problem more effectively.

Deseription

Deseribe inmore detsit

Beyond the customer portal, Jira Service Management provides multichannel
support to make it easy for your customers to ask for help. Whether through
chat, email, or an embeddable widget, you can meet people where they work
every day. And by adding the Al-powered virtual service agent and integrated
knowledge base to their service desk, developers can automate support

interactions and provide exceptional service at scale.
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Create shared visibility into customer

requests

Collaborators play a crucial role in enhancing the efficiency and effectiveness of

development teams working alongside IT operations. A collaborator is a licensed

Jira user who does not have a Jira Service Management license, but they can

provide invaluable support by facilitating communication and collaboration

between internal teams. By allowing developers to view issues, comments, and

attachments and add internal comments in Jira Service Management, they can

share insights on customer requests and help streamline the troubleshooting

process, leading to improved service delivery and customer satisfaction. Learn

how to add a Jira user as a collaborator in Jira Service Management.

¢ Jira

license required
(with correct permissions)

COLLABORATOR

Works with agents in Jira Service
Management to provide more
issue context

4 Jira Service Management ) Nolicense required
license required

CUSTOMER <
PROJECT ADMINISTRATOR )
Sends requests to your service

Sets up the service project and users ) project through the portal, email,
chat, or widget

AGENT
= REQUEST PARTICIPANT
Works on customer requests and

adds customers to the service project Interacts with customers and
agents in the portal
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| knew tickets would need to switch back and forth
from the DevOps team to Engineering. [The new
solution] also needed to be easy to set up and flexible
to customize. The developers are already using Jira,
so it didn’t make sense to use another tool for service
requests that needed integrations.”

Ken Siskind - Engineering Program Manager - Toast
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Deploy changes faster while minimizing risk

Lighten your development team’s workload with automated change risk
assessments and advanced approval workflows. With Jira Service Management,
teams can increase the visibility of deployments by automatically surfacing
recent changes to operations teams, enhancing efficiency and collaboration
while reducing risk to the business. Dev teams can use deployment tracking to
automatically create change requests when initiating deployments to selected
services, and with deployment gating, teams can allow or prevent deployments
at specific points in the change management process by connecting a CI/CD tool

such as Bitbucket, Jenkins, or GitLab.

#i @ Bitbucket  Yourwork Pullrequests Repositories Projects People More

Billing se-enterprise-demo-1 | | Pipelines Build  Metri
o #212 ‘Rerun Build setup
<> Source
& commis Change request pending "Deploying to Stg environment
A change request is pending for this deployment. When
Iy Branches the change request is complete, the deployment will it diff --name-only HEAD~1..HEAD | grep -q 'Patch'; then exit 1; fi
automatically resume.
19 Pullrequests View change request Build teardown
) Pipelines

¢ df7e383 CurrencyAdd edited online with

&> Deployments Bitbucket PLAT-17672

I» master

& Jiraissues (B Learn more about reports

O Securty © 8sec (O aminute ago o

B Downlcads
Pipeline QO
© 4|::p\ny to Test Redeploy
e I;:u'nv to Staging Redeploy

Deploy to production
Change request - [T0-7678
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Jira Service Management gives us more automated
change management workflows that are well
connected to development work. It’s one of the more
elegant workflows that I’'ve seen.”

Josh Costella - Senior Atlassian Solutions Specialist - Nextiva
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Accelerate incident response
and collaboration

Empower dev and ops during an incident by centralizing alerts, notifying the
right people, and enabling them to swarm and take rapid action. Jira Service
Management offers customizable on-call schedules, alert routing rules, and
escalation policies so teams can handle alerts differently based on their source
and urgency. Major incident escalation in Jira Service Management enables dev
and ops teams to swarm via incident conference calls and ChatOps integrations
with Slack and Microsoft Teams. And with the incident investigation view,
incident responders have a single source of truth where they can review recent
code deployments from integrated CI/CD tools to further aid in identifying

potential root causes of deployment-related incidents.

Investigating incident #46 Production

Deployment history < Feb 4, 3:00 PM - Feb 5, 3:00 PM > 24 hours v

> banking-transaction v 5 @

> ledger-menitoring (2] @

success Deployment #29 12 File changed
61e@b3d [PB-1453] Transition queue added Feb 4, 2021 - 01:43 PM
Emviroment

B Production

[ rocket-navigational-ai en

3 comments added

§ 5feBbad [PB-1453] Transition queue added § 5le9b3d [PB-1453] Credit entity refactored
| (Wt e

¢ 29daf3d [DH-2312) Stream event processor e

[ /cd potential causes

Plus with new AlOps features in Jira Service Management, teams can prioritize
critical alerts through Al alert grouping, involve relevant dev and ops members
using Al-generated incident summaries and timelines, and streamline post-

incident review generation to facilitate learning and prevent future incidents.
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Unlock visibility across teams with asset

and configuration data

Jira Service Management Assets helps development, IT operations, and business

teams manage their assets and related configurations in one central location.

It uses a federated approach by integrating multiple data sources into a

comprehensive and adaptable repository that evolves alongside your business

needs, ensuring your asset information remains accurate and up-to-date. This

versatile solution helps prevent system disruptions, maintains security and

compliance, and optimizes costs. Assets empowers organizations to streamline

their operations, make data-driven decisions, and stay ahead in today’s dynamic

business landscape.
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Jira Service Management is trusted by
over 55,000 organizations worldwide

@CBS ARFRaNcEKLM  raddit nextiva Cava

Already have Jira? Ready to integrate Jira with

Jira Service Management?

Add Jira Service Management Explore our step-by-step

free for 30 days! product guide.
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