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for ITSM Tools

Leader
2021 Wave for Enterprise 
Service Management



Ship  
faster

Keep services  
always-on

Deliver support  
seamlessly
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Does not work for the modern enterprise which relies on cross-team collaboration



• Complex infrastructure 
• Aggressive timelines 
• Siloed tools, teams, and processes

CHALLENGES IN 
IT OPERATIONS

• Ever changing business requirements 
• Decrease in employee satisfaction 
• Pressure to “shift left” and enable self-

service through various channels

CHALLENGES IN 
SUPPORT



Teams that are already using agile 
ways of working expect the same 
from IT Ops & Support. 

Teams outside IT will independently 
spin-up their own service desks, 
creating additional complexity. 

There are opportunities to leverage 
existing native integration across 
Atlassian products to streamline 
workflows.

ITSM teams that have not 
adopted an agile approach will 
find their ITSM practices 
are ignored or bypassed as a 
result of more agile ways of 
working being adopted 
elsewhere in the organization.

80%

Gartner



Autonomy 
 

Alignment
with

Modern 
support

Modern 
operations



MODERN OPERATIONS MODERN SUPPORT

Autonomous 
developers

Help developers ship  
code faster

Aligned 
operations
Manage changes without 
introducing risks



MODERN OPERATIONS MODERN SUPPORT

Autonomous 
employees

Help employees request  
and get help quickly

Aligned 
teams
Empower every team  
to be a “service” team



IT Business

Deliver  
value fast

Teams can get started faster, at 
lower cost and complexity than 

legacy ITSM solutions

Make  
work visible

Easier to track and 
visualize work, with an 

open platform architecture

Dev + Ops 
that flows

Accelerates the flow of  
work between development 

and operations

MODERN OPERATIONS MODERN SUPPORT

Dev 



Unify your organization on Atlassian’s platform

SOLUTIONS

EXPERIENCE

DATA

INFRASTRUCTURE

EXTENSIBILITY

WORK MANAGEMENT NEW SOLUTIONSSERVICE MANAGEMENTAGILE & DEVOPS

COLLABORATION CONNECTION ANALYTICS AUTOMATION ADMIN

COMPLIANCE

A unified cloud technology platform that powers open and efficient team collaboration.



70% cost reduction in the first year 

JSM was in production within weeks 

Dev+Ops+IT in the same platform 



 90% decrease in email requests 

 30% increase in projects without 
adding staff 



SERVICE MANAGEMENT FOR HIGH VELOCITY TEAMS

Apps & integrations

Automation & Orchestration -  AI SMARTs  -  Atlassian Analytics. - Extensible platform with Open REST APIsATL ASSIAN CLOUD PL ATFORM

Service DeliveryService Development Service Operations

Incident Management 
Event & Alert Management 

Problem Management 

Change Enablement  
Release & Deployment Management 

Service Configuration Management

Service Request Management 
Knowledge Management 

Asset Management



A closer look at Jira Service Management
key capabilities that unlock the value for team collaboration

MODERN SUPPORTMODERN OPERATIONS



Service Desk & Request Management

MODERN SUPPORTMODERN OPERATIONS

Jira Service Management



Level 0 
 Support

Level 1 
Support

Level 2 
Support

Level 3 
Support

increased agility and focus on learning

Request ValueFulfillRespond

knowledge & automation 

deliver greater value   
at a lower cost 

S h i f t - l e f t
Knowledge Automate



Email
Knowledge  
base article

Chat tool

Virtual agent

Employee  
portal

EMPLOYEES

Atlassian Unified Help

(Coming soon!)



DELIVER AMAZING SERVICES FOR ALL TEAMS FROM ONE PL ATFORM

• Make it easy for every team 
to spin up a service desk.  

• Showcase services through 
a simple, intuitive portal 

• Empower employees to find 
answers fast or ask for help 
using a self-service portal. 

• AI ML-powered search with 
Atlassian SMARTS



Better Requests 
Publish forms to the JSM portal so teams 
can collect the specific information they 
need for a given request type. 

BUILD AND MANAGE A REQUEST CATALOG WITH EASE

Easy to build forms 
Improve the usability of forms by only 
showing the right questions to the 
relevant people. This can allow teams 
to you a single forms for multiple types 
of requests.

Jira Forms

300+ form templates  



MODERN SUPPORTMODERN OPERATIONS
Conversational ticketing



8:38pm
Can I upgrade my MacBook Pro? It’s 13” but 
I am getting old and the texts are very 
small, so can I get a 16”?

Sherif Mansour

Upgrade

16” screen size

Laptop

Atlassian Assist
Thanks Sherif , we will send  over a replacement 

16” MacBook Pro laptop right away.

Sherif Mansour

MODERN SUPPORTMODERN OPERATIONS

Virtual agent (Coming soon!)



Enhanced platform automation 
engine for Service teams 

- No code  
- Empowers teams to adapt  
- Fast time to value 
- Automation dev and ops 

practices 

AutomationRequest Respond ValueFulfill

Automate



Incident management

MODERN SUPPORTMODERN OPERATIONS

Jira Service Management



FLEXIBLE ASSET /  CMDB

• Unleashes the power of a 
enterprise CMDB built on the 
Jira platform. 

• CMDB flexibility to fit the data 
requirement and team 

•  Advanced data integrations 
OOB for common data sources 
(coming to JSM cloud 2022) 

• Leverage Jira automation for 
to streamline your data 
management needs 

Asset / Service Configuration



MODERN INCIDENT MANAGEMENT

Bring dev and ops teams 
together too rapidly respond to 
incidents. 

• Service insights that drive 
fast resolutions 

• Visibility across teams 

• Alerting & on call 
management

MODERN SUPPORTMODERN OPERATIONS



CAPTURE ALERTS AND NOTIFY THE TEAMS AT THE RIGHT TIME

INTEGRATES WITH OVER 200 OF THE BEST MONITORING, ITSM, CHATOPS, AND COLLABORATION TOOLS.



MA JOR INCIDENT RESPONSE FOR ALWAYS ON SERVICES

Escalate major incidents 
prompting the right Dev and 
Ops teams to immediately 
swarm to recover faster. 

• Alerting & on-call 
management 

• Incident collaboration  
and communication 

• Investigation and  
response automation



Change enablement

MODERN SUPPORTMODERN OPERATIONS

Jira Service Management

IT change

Dev change



Creates friction 
between dev and ops

Challenges with Change Management

Needs to balance risk 
with innovation 

Slow, heavyweight 
processes



APPROVED

HIGH RISK

SOAK

IT Ops

Dev 
CI/CD tools

Staging

RISK 
ASSESSMENT 
AUTOMATION

MODERN SUPPORTMODERN OPERATIONS



Initiate Plan Approve Implement

INTAKE CHANGE REQUESTS EASILY

• Easily submit change requests in a self-
service portal  

• Automatically calculate change risk 
based on service tier and custom fields 

• Link changes to development work 



STREAMLINE CHANGE PL ANNING THROUGH COLL ABORATION

• Improve complex planning with:  

• Change templates  
• Peer review and feedback, in real-time  
• Improved visibility 
• Reference documentation

Initiate Plan Approve Implement



CONTEXT AND AUTOMATION FOR SMARTER DECISIONS

• Approve standard changes with no-code 
automation:  
• Assess change risk 
• View impacted services 
• Classify and prioritize changes 
• Automatic approvals 

• Gain context for smarter decision making 
with Insight CMDB

Initiate Plan Approve Implement



SPEED DEPLOYMENTS WITH DEVOPS CHANGE

• Automatically pull in change details into 
popular CI/CD tools  

• Developers can create and track change 
requests, without leaving the CI/CD tool  

• Once approved, deployments are 
automatically ungated and changes are 
pushed into production

Initiate Plan Approve Implement



Atlassian Analytics
Powered by Atlassian Data Lake

MODERN SUPPORTMODERN OPERATIONS



MODERN SUPPORTMODERN OPERATIONS



MODERN SUPPORTMODERN OPERATIONS



MODERN SUPPORTMODERN OPERATIONS

Unified data lake

Atlassian Analytics

Data warehouses

Business  
Intelligence tools



CODE RELEASE MONITOR RESOLVEDISCOVER PL AN TRACK PROBLEM CHANGE CONFIG REQUEST

DEV, TEST, SREPM, DESIGN, PGM OPS, INFRA, SUPPORT

Jira Software Confluence Trello Bitbucket Statuspage Jira Service Management

dev flow of work IT flow of work business flow of work 

Team aligned flow of work
CIO, CTO, VP, PMO Jira Align

ATL ASSIAN CLOUD PL ATFORM



Reimagine ways of working across 
your IT delivery, operations and 
support teams.

https://www.atlassian.com/whitepapers/complete-guide-itsm

ATLASSIAN COMPLETE GUIDE TO 
SERVICE MANAGEMENT


