Getting Started with
Jira Service Management (JSM)

SHIP-HATS x Atlassian

@ shiphats
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Agenda Slide

Context & What's on the horizon

Quick summary why are we offering JSM, what is our long-term strategy as well as 2025 roadmap

What can we expect from this JSM launch

Key features, what they do and what use-cases are they suitable for

Atlassian - Introduction to JSM

Learn with our Atlassian Partners on Jira Service Management

Q&A

Share your questions

GOVTECH |
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Why are we offering Jira Service Managemen

2 » ky@ » .‘

JSM as SHIP-HATS ITSM tool
ITSM and incident within Core
management tool Engineering Products
(our SSD portal) (CEP)

Help Center / SHIP-HATS Service Desk Welcome to the Help Center

Q. Search for information

@  SHIP-HATS Service Desk

shiphats Services & Praducts

Status Paoe | Documentations

Check out our documentation resources for more support!
What's New | Subscription | Onboarding | SHIP-HATS Portz

APEX Cloud Service.

CloudSCAPE

Welcome! You can

O COPYRIGHT OF GOVTECH © NOT TO BE REPRODUCED UNLESS WITH EXPLICIT CONSENT BY GOVTECH.

Demand from 10+
agencies for over 100
agents serving 500+
customers

Cloud File Transfer Service.

__ MAEsTRO

jelcome! You can raise a request
for MAESTRO using the options
provided

+ &

JSM can help teams
quickly setup their
ITSM, is lightweight,
flexible and scalable

Perhaps we can
extend this capability
to development teams
in WOG

GOVTECH |
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Enabling Planning, Collaboration & ITSM tools for Development Team@

Platform Enabling

~

(Fostering collaboration and ease
of access to information across
WOG with our Shared Model for
Jira, Confluence on Atlassian

\ClOUd. )
4 )

Empower development teams to
easily setup ITSM and incident
management with JSM

- J

(More control (and responsibility) )
and ability to manage your own
Jira, Confluence and JSM

instance with our Dedicated

\Model )
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Our focus for the next 1-2 years

Level Up Productivity

4 )

Enable Al and Intelligence to
enable efficient usage, enhanced
insights and improved productivity

- J
4 )

Golden Templates, Integrations
and Workflows to help teams
jumpstart even quicker and
incorporate best practices

g J

Lower cost footprint

(" )

Consolidating demand across
WOG beyond Shared and
Dedicated Model (EA) - TBC

\ J

shiphats
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in 2025?
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What is available with the current JSM? @ srovas

Category

IT Service Management

JSM Capability

Service Desk Portal for Request Mangement

Availability

Yes

Agent interface for ticket management

Yes

Help Center

Yes

Service Level Agreement

Yes

Incident Management

Incident Management Workflow

Yes

Alert and on-call management

Limited features - require
enabling of mobile

Slack Integration for Incident Triaging

Yes

Change Management

Change Management — Workflows

Yes

Knowledge Management

Knowledge Base Integration with Confluence

Yes

Accessibility

Public Access to portal option

Can be configured
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What is not available initially with JSM? Qo

Category JSM Capability Availability

Al Integration Atlassian Intelligence WIP

Virtual Service Agent Partial availability, Al TBC,
(Atlassian Intelligence Answers) Intent Flow is already
available

Mobile Support Jira & JSM TBC

Confluence TBC

Asset Management ITAM No
Configuration Management Service Configuration Management / CMDB No

GOVTECH , /)
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. . shiphats
Jira Service Management Roles @

Users that works on service requests and responds to

Agents .
& customers on the service portal

Yes, JSM Agent License

Project administrators that set up the service project and
manage users

Administrator* Yes, JSM Agent License

Customers Users that raise service requests to the service project No

Internal teams that supports service requests by providing

Collaborators ) : .
information to the Agents through internal comments

Yes, Jira user License

*At least one Project Administrator of the subscription must have a valid JSM Agent License assigned via the TechBiz Portal to create
the JSM project via the SHIP-HATS Portal

GOVTECH |
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@ shiphats

Pricing

Charging starts from 01 March ‘25

Pricing for JSM is available here: https://go.gov.sg/ship-hats-pricing (Accessible for Public officers
via intranet). Charging will commence on 1st March ‘25 for those that have subscribed to a JSM
license in their subscription accounts.

For those on pilot, we will reach out to you independently to share the options. Charging will start
on 1st April ‘25 for those converting from the pilot group.



https://go.gov.sg/ship-hats-pricing
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ervice Desk Portals Q

Welcome to the Help Center

Q_ PBearch for information

Portals

SHIP-HATS Service Desk

Check out our documentation
resources for more support!
What's New | Subscription |...

JSM

Welcome! You can raise a request for JSM
using the options provided.

SDX Support

Welcome! You can raise a SDX Support
request from the options provided.

Tech Ops Service Desk

Welcome! You can raise a Tech Ops Service
Desk request from the options provided.

IRIS - Issue Report and Intervention...

Welcome! You can raise a request for IRIS -
Issue Report and Intervention System using
the options provided.

NDI Service Management
Welcome! You can raise a NDI Service
Management request from the options
provided.

HDB-ParkingHL

Welcome! You car|
ParkingHDB-Ops ¢
provided.

SH Atlassian Cl¢

Welcome! You can
Cloud Migration |
provided.

GovRewards

Welcome! You can
GovRewards using

Quick ITSM set-up with out of box functionalities

Customer/Service Request management

Notice(s)

Daily/Weekly Maintenance Schedule | Service unavailable / Intermittent connectivity

Monthly Maintenance | Every last Saturday of the month, subject to changes.
> Upcoming - 29 Mar 2025 (tentative)

Help Center / SHIP-HATS Service Desk

@  SHIP-HATS Service Desk
shiphats

Check out our documentation resources for more support!

What's New | Subscription | Onboarding | SHIP-HATS Portal (SA & PA) | SHIP-HATS Tools | Training
What can we help you with?

ﬂ Tech Support Enquiry

Need help on SHIP-HATS technical queries? (Including Applications Login access issue) Get in touch with our team.

SHIP-HATS Service Request
Generic Service Request or issues encountered (Jira, Confluence, GitLab, Nexus, FOD, SonarQube etc)

SHIP-HATS 2.0 AWS VPC Endpoint Approval
SHIP-HATS 2.0 AWS VPC Endpoint Approval

SHIP-HATS 2.0 Azure Private Link Approval
SHIP-HATS 2.0 Azure Private Link Approval

Nexus Repository Creation
v P Yy
~

Generic Service Request to create Nexus Repaository




Ticket Management - Agent interface O

4 JiroServiceManagement  Yourwork  Projects «  Filters Dashboards « People © Plans ¥ Apps 3 o o 4
O Back [J JSM-456

g o senio on st | s o e il
Service proi All open tickets :

) Create subtask @ Link issue

Queves SLAs
Request Type Summary Reporter Status Created Time to resolu... *

Service requests Request Tei-1324 Admin sccess to Jirs Polly WAITING FOR SUPPORT 24/Sep/20 - [0 o Jane Rotason raised this request via Portal Hide details 1h13m ~ Time (o. first response
oo ProdugiA d View request in portal within 4h

Incidents anages »

2h18m Time to resolution

Report a TSM-1 Banc.ly Inc is slow Serena 25/Sep/20 - ol
Problems system problem ServiceDeskMana What do you need help with? w 8

ger | would like second monitor as part of my work setup. It will help me run mutiple programs at

% Changes the same time. 27" or larger would be great. Details

% Reporta TSM-1 Can't access POS System Sammy
system problem ServiceDeskAgent

Location
OPERATIONS
Assignee e Fran Perez

o 4 Report TSM-133 Cant access webcam Darrel Sydney, Australia

<o Services broken DevManager

hardware
O Aents
» Reporta TSM-1331 Can't access Trello Sammy
€ on-can system problem ServiceDeskAgent

Reporter . Jane Rotason

26/Sep/20
Request type & Emailed request
Forms -
Request TSM-1338 Admin access to Jira Polly
admin access ProductManager

25/Sep/20
KNOWLEOOE & INSIOHTS

E Onboarding form suBMITTED JEEEH Priority Medium

Knowledge base
® 9 Y Geta guest TSM-1337 Guest access Darla DevDirector

wifi account

26/Sep/20 )
Knowledge base [ 3articles
el Reports Reason

I Request 1 Add Office to Mac Sammy
CHANNELS & PEOPLE new software ServiceDeskAgent

No stock on premise, will need to place a batch order.
P P Automation £ Rule executions

Ticket channels rx Request ITSM-133 Need new keyboard Sandeep
new hardware ServiceOwner

/Sep/20 "
Activity

Show:  All History  Worklog Newest first |T

More fields *
Customers

Set up VPN TSM-1 VPN Access Christy
Invite team to the office ChangeManager

25/Sep/20
{3 Configure

O New mobile 5M-1332 Dante Developer
device

Sammy Servi 26 e Add internal note / Reply to customer

Pro tip: press M to comment

Project settings

@® GetIT help TSM-133: Help setting up my VPN Carly ChiefExec Sammy Servi. 25/Sep/20

e Fran Perez 1 hour ago * 8 Internal note
Investigate SM-1 Investigate website slow Sammy Sammy Servi 25/Sep/20
a problem resoonse ServiceDeskAgent Ticket can be resolved once order for new monitor is placed.

©

DO © @ @ @ O © & O© O

e Fran Perez Feb 2, 2022, 3:33 PM Edited

Hey Jane,
Just wanted to let you know that we got your request.

Is your staff details up to date? That is the address we will use to send out your new
monitor.

Thanks.




Service Desk Help Center 0

Manage multiple
service desks in one
help center

Helps customers’
orientation

Request via SSD ticket

ITSM Service Desk

Welcome! You can raise an ITSM
Service Desk request from the
options provided.

HR Services

Welcome! You can raise a HR
Services request from the options
provided.

Customer Service

Welcome! Let us know how we
can assist you today by choosing
from one of the options here.

Financial Services

Welcome! You can raise a
Financial Services request from
the options provided.

Central Service Desk

Welcome! You can raise a Central
Service Desk request from the
options provided.

Facilities Services

Welcome! You can raise a
Facilities Services request from
the options provided.




Service Level Agreements Q

® 4 Jira Service Managem...

C @ https://cloud.atlassian.net/

-ﬁ'Jiro Your work  Projects + Filters + Dashboards + People * Apps * Q Search ‘fii‘lt(gtps and TraCk SLAS for

0 An admin has enabled improved SLAs (beta) for this service project

r‘ Rocket desk Improved SLAs allows you to add many priority-based time targets to a single goal. You can now reconfigure your SLAs based
Service desk project around priority to effectively increase your overall SLA goal capacity.

Give feedback - Learn more about improved SLAs
@ Back to project

Goals in this project: 18 of 90

Project settings

Details @® Time to resolution

i Ocsls Waiting for customer 4 Actions v

Features Issues will be checked against this list, top to bottom, and assigned a time goal based on the first matching JQL statement.

Appl i 7
Summary pply to issues Calendar Time target

SLAs

Issue types i “Ticket category” = “Service requests”

Ticket types And priority is

Mar 07 02:35 PM " Time to resolution
within 28h 30m

~ High v Sample 9-5
Change management

Medium v Sample 9-5 i
Customer permissions Today 11_21 AM v Tlme to ﬁrst response

Language support Sampie:9-6 within 1h

Portal settings All remaining priorities Sample 9-5

Email requests
4+ Add priority

Customer notifications
Widget All remaining issues Sample 9-56
Satisfaction settings

+ Add goal

Knowledge base Conditions
SLAs Time will be measured between the start and stop conditions below.

Automation Start counting time when...

Apps Issue Created

GOVTECH
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Incident & Alerts Management

Use-cases and functionalities
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Incident Management Workflow

Manual monitoring of
dashboards/systems

Automated
monitoring of
dashboards/systems
and integrated with
JSM

Abnormalities
observed, L1 monitors
manually

Abnormalities detected,
tickets are
automatically created in
JSM. If it returns to
normal, tickets are
automatically resolved.

Why is this important?

L1 manually alerts
L2/L3

L1/L2/L3 can be
automatically alerted
based on priority

O COPYRIGHT OF GOVTECH © NOT TO BE REPRODUCED UNLESS WITH EXPLICIT CONSENT BY GOVTECH.

L2/L3 reviews
abnormalities

L1/L2/L3 reviews
abnormalities

L2/L3 escalates to
incident

L2/L3 escalates to
incident

L1/L2 manually
creates incident
channels, comms to
stakeholders

Incident channels
automatically
created, with
stakeholders added,
comms to
stakeholders

Time to respond to
incident reduced by
45 min

Incident timing, SLA
for Response, MTTD
and MTTR are
manually calculated.
PIR manually created

Incident timing, SLA for
Response, MTTD and
MTTR are
automatically
calculated. PIR
reminders sent to
assignee

GOVTECH

SINGAPORE




shiphats

Alerts Management o ——

Heartbeat settings

Name integrationmonitoring

Can be integrated with monitoring tools

Description Integration monitoring
Auto creation of alerts based on rules et —

Last pinged May 21, 2024 3:35 PM
Next ping May 23, 2024 3:35 PM
Ping interval 2 days

Status RESPONSIVE

-ii‘_]irc Your work ¥  Projectsv  Filters¥ Dashboardsv Teamsv Plansv Assets Appsv

e el Teams / @ T1 Alert message P2 X integration didn't generate alerts within X period of time, have a look if everything is fine.
Opertions Alerts

° Go back

Alert tags

BASIC ADVANCED | Search alerts Q Responders v Services v Priority v Status v Time ~ M

Starred TinyID  Summary Services  Tags

Select the star icon next to your
queues to add them here.
04/Mar/2025

SLO-FOD-Report has failed THRICE. 05:01 PM

Default Filters
All

04/Mar/2025

Open Incident Flow Process for L1 - Alerts Management 04:03 PM

Closed

Unacknowledged 04/Mar/2025
9 SLO-FOD-Report has failed THRICE. 12{30‘?:“

Not seen

Assigned to me
04/Mar/2025
Unable to access JIRA and Confluence from GoMax device 12{23";‘1 ACKNOWLEDGED

v Shared with me

When a team member saves a
search you'll see them here,

04/Mar/2025

SLO-FOD-Report has failed THRICE. 10:36 AM

v Saved searches
Your saved searches will appear

here. 03/Mar/2025
le Al
Sample Alert 01:09 PM

GOVTECH
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lerts Management - Notifications

i 4 JiraService Management  Yourworkv Projectsv Filters v Dashboardsv Teamsv Assets Apps v

Personal settings

General

NOTIFICATION SETTINGS

Volce (Phone Ca” Projects and issues

Mobile push o

) Alerts

Personal settings | Alert notifications

Alert notifications

~ Contact methods
Email

+ Add email address

SMS

<+ Add phone number
Voice
+ Add phone number

Mobile push

Receive push notifications on your mobile.
Scan the QR code to download Jira mobile app.

EgEE
:

Notification rules

Add rules to personalize how you want to receive your alert notifications. Learn more about notification rules.

v Newalert 1

New Alert

+ Add notification method

v Schedulestart 1

Schedule Start

Q Search

O COPYRIGHT OF GOVTECH © NOT TO BE REPRODUCED UNLESS WITH EXPLICIT CONSENT BY GOVTECH.
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Alerts Management - On-call Scheduling o @

v Schedules 2
Schedule2 Asia/Singapore (UTC +08:00)

Add override Take on-call

Final
Rotation 2

w T

5 6
Rotation 1 . .
(@

Rotation 1

Rotation 2

Rotation 1

A
Rotation 2 n n

W T
5 6
()

+

shiphats

o
—0

Set schedules for

E] on-call responders

March 3 - March16 < > 2 weeks v ‘ ’ Timeline view

T F )
5

13 14 1 1

T W
11 12
[

v Escalation policies 1

T1_escalation

Om m
Sm - Next
- 10 m

S
6

On call users in T1_schedule, if not acknowledged

Auto escalation to
next responders

user in T1_schedule, if not acknowledged

All members of T1, if not acknowledged

Show fewer layers

COPYRIGHT OF GOVTECH © NOT TO BE REPRODUCED UNLESS WITH EXPLICIT CONSENT BY GOVTECH.
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Incident Management Q

T Jira Your work ~  Projects v  Filters v Dashboards v+ People~ Plans~ Insightv Apps~v

Central Service Desk
Service project

Queues

Service requests
Incidents
Problems
Changes

Post-incident re...

OPERATIONS

Change calendar
L\ Alerts

@+ on-cal
KNOWLEDGE

(B Knowledge base
s Reports
CHANNELS & PEOPLE

3 Channels

fa» Customers

O+ 2
@ [nvite team

Projects /| B Central Service Desk | (B ITSM-6851

MAJOR INCIDENT

Mobile app is down

E|_] Create subtask Q Investigate &2 Link issue =) Add Form

e Cindy Chiu raised this request via Jira

View request in portal

Affected service(s)
<9 Mobile
Affected application(s)
© Mobile
Affected infrastructure
a ubuntu-srv-16

Select or search for objects

Description

Mobile app is down. Users cannot log in to their accounts.

Urgency High

e Add internal note / Reply to customer | Update stakeholders

Pro tip: press M to comment

Hide details

Work in progress v

SLAs

Today 01:00 PM 11

Today 04:51 AM

Details

Major incident

Priority

Request Type

Reporter

Assignee

Knowledge base

Linked alerts

Stakeholders

Chat channel

Conference call

Responders

Q Search

Time to resolution
within 4h

Time to first response
within 2h

@

= Medium
~ Report a system problem
® cindy chiv
e Sammy Vito
B 3related articles
View
Manage
Create channel
Start call [4

2 Responders

O COPYRIGHT OF GOVTECH © NOT TO BE REPRODUCED UNLESS WITH EXPLICIT CONSENT BY GOVTECH.
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Incident Management - Slack Integration O

Details Team swarming for incident resolution

Major incident #t incident-rtd-490
Priority M Critical @ Messages 4z Pins

Request Type ~ Report a system problem # incident-rtd-490

@Jira Service Management ChatOps created this channel today. This is the very
Reqorter 9 Cindy Chiu beginning of the # incident-rtd-490 channel. test incident - to repage multiple times -
https:/sgtechstack-cep.atlassian.net/browse/RTD-490

Assignee 9 Sammy Vito

Knowledge base @ 3 related articles Today v

Jira Service Management ChatOps APP 10:22 AM

Linked alerts i
View joined #incident-rtd-490.

Jira Service Management ChatOps APP  10:22 AM
set the channel description: test incident - to repage multiple times - https:/sgtechstack-
cep.atlassian.net/browse/RTD-490

Ren Fa KAY 10:22 AM
was added to #incident-rtd-490 by Jira Service Management ChatOps.

Stakeholders Manage

Chat channel Create channel

Conference call ® Joincall 4
Pinned by Jira Service Management ChatOps

Jira Service Management ChatOps APP 10:22 AM
Responders 2 Responders e - .

Automation f% Rule executions *Requires prior set up to Slack

GOVTECH
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Change Management o

Can be integrated with CI/CD tools Proacts | Cantal Oparations

Change calendar May2024 < >  Today

Track change details on single ticket

Q Project: All ~ Status: All v Assignee - = More filters Week Add event

SUN MON TUE
vork Projects ©  Filters ~+ Dashboards ~ People © Plans Apps ~
25 2 C0-606

GMT-07

Projects / @@ ITSM Service Desk / ITSM-1326 % Al day "Retail POS: default" to Production

Upgrade Banc.ly A 1open incident on ‘Retail POS’

ITSM-18868 POS system is n...
Create subtask @ Linkissue v E' Add Form a 4

LINKED ASSETS
Status REVIEW

5 Banc.ly
e Darrel DevManager raised this request via Portal Hide details Planned start date  05/30/2024 9:00 AM

View request in portal Assignee

Planned end dat ;i
Description e Dante Developer anned end date 0513012024 10:00 AM

Upgrade Banc.ly to current version Duration 1 hour
Reporter

Priority e Darrel DevManager Change type Normal

1 Highest Change risk Medium

Approvers
Change type @ Christy ChangeManager @ Dan{

Standard © Darrel DevManager @ Polly Pro¢

Priority — Medium

© Sammy ServiceDeskAgent Assignee ' Serena Mehta
Change risk @ Sandeep ServiceOwner

Critical @ Serena ServiceDeskMana... Reporter © sammy vito

Affected services Request Type Affected service(s) <o Retail POS Jf}

Banc.ly -*+ Request a change

Impact Automation

Significant / Large % Rule executions
Legend: [ Change [ Freeze window Maintenance window

Urgency AWS Service Catalog

High aws Open Requested Product

Change reason Zoom

Upgrade Open Zoom

Implementation plan v Show 6 more fields

See Confluence page below Organizations, Request participants, Components, Time track.

GOVTECH

O COPYRIGHT OF GOVTECH © NOT TO BE REPRODUCED UNLESS WITH EXPLICIT CONSENT BY GOVTECH. SINGAPORE




Change Management - Deployment

Gati ng o @ shiphats

Automate deployment approvals using deployment gating

-f Jira Yourwork v Projectsv Filtersv Dashboardsv Teamsv Plansv Assets Appsv

008

™ GitLab Deployment Ser...
ervice project

° Back to project

Changes

STARRED

Select the star icon next to your
queues to add them here.

TEAM PRIORITY
) All changes

Open changes

Closed changes

3 Manage queues

4% Give feedback

< Back GOTS-12

Deployment Deployment 5 (main@b1c9d830) to staging for "gitlab-deployment-
gating-demo pipeline 5" to gitlab-deployment-gating-demo/staging

B) Create subtask @ Linkissue | v Schedule change @ Addform  { Add design Create v

° Automation for Jira raised this request via Deployment

View request in portal

Hide details

Description
Deployment Deployment 5 (main@b1c9d830) to staging
Pipeline: gitlab-deployment-gating-demo pipeline 5

tlab- t
- g Y gating: 9

Affected services ©

-3 GitLab Demo Service

Change type Normal
Impact

Urgency None
Critical

Change risk

Change reason None

Implementation plan

This request requires your approval

Approw

Approvals

Waiting for 1 approval

1 person from each group in ‘Approver grouj
Approver groups

ithub-gating-test
88 Corsmameen

of 5 memb

Add approver group

Time to review normy{
within 40h

Aug 2105:00 PM 11

Details

e Unassigned

Assign to me

Assignee

O COPYRIGHT OF GOVTECH © NOT TO BE REPRODUCED UNLESS WITH EXPLICIT CONSENT BY GOVTECH.
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B <& e

Deployment #15

(DSuccess P staging -0 b1c9d838 B ) Finished 5 days ago by @bekir
@ GDTK-4: Update README.md

@ What would you like to see here?

We know this page is a bit empty at the moment, but we're working hard to bring you a great experience! In the meantime,
we'd love to hear your feedback.

Leave feedback

8 Requires 0 approvals

Approvers Approved By Give approval

Jira Service Management

@ Ready to be deployed.

Deploy

Approval Comments

@JSMDeploy nGating - | Appt - 5 days ago

p: i DTS-24">GDTS-

E225 Jira Service

D has been app
24</a>

by JSM Change Request: <a href="

YT
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Knowledge Management Q

Integrate with Confluence to allow users to self-help

Q, Search

Details

Priority

Request Type

Assignee

Reporter

oo @
© b <

Medium

Set up VPN to the office

@ Sammy Vito
‘ Keisha Onai

Knowledge base

B 3related articles

Affected service(s)

(3 Website

Automation

AWS Service
Catalog

More fields

A X

9 Rule executions

aws  Open Requested Prod...

" Jira  Yourwork~ Projects~ Filters~ Dashboards~ People~ Plans~ Insight Apps~ Q Search

Central Service Desk Projects | Central Service Desk [ Reports

Service project

Requests resolved

Q@ Backto project Show

Past 7 days v
Reports

DEFAULT

5 92 13

Requests resolved
with an article

Workload
Requests

deflected in portal

Requests resolved

Satisfaction without an article

Requests deflected

Requests resolved

cusTOM

Created & Resolved

Mean Time to Resolve

SLA (Resolution) - Met vs Bre...
Incidents by Priority

SLA - Success Rate

Service Requests

Problems by Priority

Po o @

Export CSV

Changes by Type (All Statuses)
Mean Time to Approve 'Norm...

Mean Time to Respond Requests resolved with an article Requests resolved without an article

Mean Time to Approve 'Norm... Mar 18, 2022 0 16 0

Mean Time to Approve 'Norm...
Mar1a 2079

Requests deflected in portal

O COPYRIGHT OF GOVTECH © NOT TO BE REPRODUCED UNLESS WITH EXPLICIT CONSENT BY GOVTECH.
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Atlassian Intelligence

Virtual Agent Chatbot

BanclyInc v Thread #help-bancly-it

~ Direct messages

[2) Joshu .Moll Clark Todsy 3t 9:3
i ly Clai y

Crystal Wu Today at 12:09 PM
| can't receive my Bancly emails on my mobile
device.

3 replies

Assist app 1
Hi! I'm your virtual agent, here to help with
your questions or requests.

~ Channels

# help-bancly-it

E} Grace Harris Today at 10.03 AV

Assist APP  12:09 PM

e Joshua Williams Today at 10
your device must be registered and connected

to the VPN.
Read more here:

Annika Rangarajan Today at 1. Registering your mobile device
Q 2. Accessing VPN from mobile devices

€. Information

by Atlassian

12:09 PM quality may vary. Learn why

Crystal Wu Today at

| can’t receive my Bancly emails on my mobile device. 09 PM

@ Assist app

® 3replies Last reply to Did this resolve your issue?

Yes No

To receive Bancly emails on your mobile device,

Q COPYRIGHT OF GOVTECH © NOT TO BE REPRODUCED UNLESS WITH EXPLICIT CONSENT BY GOVTECH.

& 1T Helpdesk - intents - Se x 4

@ https://acme.atlassian.netjira/servicedesk/projects/HELP/settings/v

4 Jira Service Management  Your work

m IT Helpdesk

o project
© Back to project settings

VIRTUAL AGENT  EARLY ACCESS

Intents
Standard flows

Settings

You're in a company-managed project

Projects - Filters

° Back to intents

VPN - Troubleshooting

Flow Training Settings

rtual-agent/intents/17c8434c-fade-4ad5-9b94.

Dashboards

169ca3cdals

Teams Apps

:

Intent status:

© Match intent

B Troubleshooting steps

| understand that you're experiencing
with your VPN, Here are some ster

Did i esolv your ssue?

Did this resolve your issue?

° Resolve with CSAT 0 Escalate

Search

Test

Coming soon!

GOVTECH

SINGAPORE




Atlassian Intelligence o

Triaging of issues with suggestions

Triage issues

Update multiple issues to use request types st d by Atlassian Intelligence. Some field values
may be missing once an issue has been updated. Read more about triaging with Atlassian Intelligence.

4 selected

HR-2671 Team member is offboarding

Requesttype [ Emailed request = & Employee offboarding
Status OPEN - TODO

HR-2671 My address in Workday is not correct. | need to update it ASAP but | don't know how. Can someone please help me

Requesttype [ Get IT Help = (@ Change personal information
Status OPEN - TO DO

HR-2671 VPN not connecting

Request type £ General question - £} GetIT Help
Status OPEN - TOoDO

HR-2671 | need to budget approval for marketing team’s end of the year party.

Request type B3 Emailed request - (8 Budget approval
Status OPEN - Topo

«=+ Triaging 6 of 10 issues Cancel

'

BETA Content quality may vary Powered by Atlassian Intelligence 3%

Coming soon! ~ GOVTECH

SINGAPORE
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Atlassian Intelligence o

Alert grouping Create post-incident review

Your work ¥ Projects v  Filters v Dashboards v  Teams v  Insights  Apps v Q Search

Ops container list / @ Beyond Gravity / # #392932 Incident summary
Alerts AIVIEW  LISTVIEW = DETA An email was received from the payroll this morning containing salary information that did not belong to the

) ) recipient. This incident raised concerns as it was not expected, and investigations were initiated to address the
Grouped by Atlassian Intelligence 10 Reduced alert noise by 45 %

Atlassian Intelligence groups alerts by their semantic similarity, to help you make decisions i
o 9 Groups created ©® View details @ Issue.

faster with intelligent insights and resolve issues effectively.

| @ content s based on your permissions, and

Priority: Medium
Alert count D® Summary Assignee Alert responders Created at Status @

N T Y — ) ™ s s Affected services: Payment Service

10:03 AM

SLAs

(71 ] Alert group + Checkout transactions . 02/May/2024 ACTIVE

are failing. Payment-api-341 action 09:03 AM

¢ Time to resolution: The goal duration is 36 hours. One cycle was completed without breaching the SLA.
SQS queue message count exceeded 02/May/2024  cLoSED Delete

the threshold 08:03 AM ¢ Time to first response: The goal duration is 6 hours. One cycle was completed without breaching the SLA.

Alert group - Unable to connect to 02/May/2024  acTive ¢ Time to close after resolution: The goal duration is 60 hours. An ongoing cycle is in progress without
datacentres south 08:03 AM .
breaching the SLA.

Alert group « Unable to merge pull 02/May/2024 INACTIVE
request on the old pull request 08:06 AM

e T Cancel Insert

L Associate alert test incident 02/May/2024  cLosep Delete
07:05 AM

@ BETA Content is based on your permissions, and its quality may vary Powered by Atlassian Intelligence 3¢
L Associate alert test incident - 02/May/2024  sNOOZED
06:03 AM

Wizlearn

Payment and subscriptions error 02/May/2024 Close  Assign

PIR generation

Coming soon! ~ GOVTECH
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Mobile Apps

Access to Jira issues, Confluence spaces via the mobile app

Push notifications on alerts

' @1 Product La...
Teamsin Space ¥

# Problem Statement

TODO 5

5 ‘We're playing in an increasingly competitive
Projects Establish a basic app dev framework moving
forward market. Meed 10 doulle down on our key

° Rylee Frazier mentioned you ir| differentiators to spread awareness and

Banc:ly Beaod Siandarce and visibility into our innovative initiatives.

Marketing Madn| As a user | want to add pointers to the main
Cssfile

0 C) <- @ Scope
Bugs found during the login flow the user
signs in with social account
Service Desk (o] ﬂ: ) Rylee Frazier mentioned you ir Must have: » Salaction criteria
3/18/24 Meeting notes
(2]
Soft server please connec!

Build out our design system to share with @Alana Grant to jam with the Rylee Frazier
internal and external teams 2 hours ag

Fluffy clouds

team on this idea - thanks tea|
(v] © X & @Alana Grant Please link the analysis |
Test new prototype with existing Jira (—"f

customers for drag and drop zlee Fraoziir m:?:itioned you ir
rtner Onboarding
7]

+ Create

O

Projects

B

Projects

Coming soon! ~ GOVTECH

Q COPYRIGHT OF GOVTECH © NOT TO BE REPRODUCED UNLESS WITH EXPLICIT CONSENT BY GOVTECH. SINGAPORE




SHIP-HATS

-

Jira Service Management
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Onboarding to JSM Q@ sriphats

- Ensure that you have subscribed to and assigned the JSM licenses to the relevant users via the
TechBiz Portal, similar to subscribing and assigning Jira licenses.

« Creating JSM Project via SHIP-HATS Portal

Workspace | CODEX Account / CODEX Add New JSM Project

Dashboard

02 Workspace ®

i Projects ithout Project Description Project Name

o
System

CODEX
&% Users

Project Key

Subscribed Tools

E JSM Project Template
Gltl-ab Jlra (Shared) E JSM (Shared) Please find more information about Atlassian JSM project templates here

: ;
1GitLab application 3 Jira projects ! Create ; IT Service Management (Essentials) v
E ;

Created on 06 Sep 2022 Created on 12 Mar 2021

You will not be able to change your Project key after confirming. The application(s)

will be created upon adding.

Confluence Nexus IQ Nexus Repo Cancel

3 Confluence projects 3 Nexus 1Q applications 1 Nexus Repo repo

GOVTECH | )

Q COPYRIGHT OF GOVTECH © NOT TO BE REPRODUCED UNLESS WITH EXPLICIT CONSENT BY GOVTECH. SINGAPORE *




Onboarding to JSM

- JSM Project Templates - quick set up of your new project, with default configurations

Add New JSM Project

Project Name

Project Key

JSM Project Template

Please find more information about Atlassian JSM project templates here 3

IT Service Management (Essentials)

IT Service Management (Essentials)
IT Service Management (Basic)
General Service Management
Customer Service Management
Analytics Service Management
Design Service Management

l Blank Service Management Project

GOVTECH
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SHIP-HATS Support
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Support for JSM

Standard Support

e Available via SHIP-HATS Service Desk

New! Atlassian Office Hours

e 19 March and 2 April

o2 -3PM

e Walk-in session to ask all about JSM

e Join via Zoom Link [Same for both sessions]

‘\

ATLASSIAN

Atlassian Office Hours



https://atlassian.zoom.us/j/91525943438?pwd=nXR4KYySmj6QzjGQjHEaharkpb3uZ5.1

CLASSIFICATION I
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