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Getting Started with 
Jira Service Management (JSM)

SHIP-HATS x Atlassian
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Agenda Slide
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Context & What’s on the horizon
Quick summary why are we offering JSM, what is our long-term strategy as well as 2025 roadmap
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What can we expect from this JSM launch
Key features, what they do and what use-cases are they suitable for
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Atlassian – Introduction to JSM
Learn with our Atlassian Partners on Jira Service Management
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Q & A
Share your questions
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Why are we offering Jira Service Management 
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JSM as SHIP-HATS 

ITSM and incident 

management tool 

(our SSD portal)

ITSM tool 

within Core 

Engineering Products 

(CEP)

Demand from 10+ 

agencies for over 100 

agents serving 500+ 

customers

JSM can help teams 

quickly setup their 

ITSM, is lightweight, 

flexible and scalable

Perhaps we can 

extend this capability 

to development teams 

in WOG
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Enabling Planning, Collaboration & ITSM tools for Development Teams
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Our focus for the next 1-2 years

Fostering collaboration and ease 

of access to information across 

WOG with our Shared Model for 

Jira, Confluence on Atlassian 

Cloud.

More control (and responsibility) 

and ability to manage your own 

Jira, Confluence and JSM 

instance with our Dedicated 

Model

Golden Templates, Integrations 

and Workflows to help teams 

jumpstart even quicker and 

incorporate best practices

Empower development teams to 

easily setup ITSM and incident 

management with JSM

Enable AI and Intelligence to 

enable efficient usage, enhanced 

insights and improved productivity 

Consolidating demand across 

WOG beyond Shared and 

Dedicated Model (EA) - TBC

Platform Enabling Level Up Productivity Lower cost footprint
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What is on the horizon in 2025?

Move to Cloud: Jira

FY24 Q3

Move to Cloud: Confluence

FY24 Q4 FY25

Jira Service Management (Pilot)

Jira Service Management (GA)

Atlassian DC Decommission

Atlassian Intelligence (AI) Q1 FY25

Dedicated Model Pilot

SHIP on Mobile

JSM & StackOps Integration (trial)

Golden Paths for Dev Productivity
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What is available with the current JSM?
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Category JSM Capability Availability

IT Service Management Service Desk Portal for Request Mangement 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?
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Category JSM Capability Availability

AI Integration Atlassian Intelligence WIP

Virtual Service Agent 
(Atlassian Intelligence Answers)

Partial availability, AI TBC,
Intent Flow is already 

available

Mobile Support Jira & JSM TBC

Confluence TBC

Asset Management ITAM No

Configuration Management Service Configuration Management / CMDB No
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Jira Service Management
What’s in it?
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Jira Service Management Roles

Role Description Need License?

Agents
Users that works on service requests and responds to 

customers on the service portal
Yes, JSM Agent License

Administrator*
Project administrators that set up the service project and 

manage users
Yes, JSM Agent License

Customers Users that raise service requests to the service project No

Collaborators
Internal teams that supports service requests by providing 

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 
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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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IT Service Management
Use-cases and functionalities



Service Desk Portals

• Quick ITSM set-up with out of box functionalities

• Customer/Service Request management



Ticket Management - Agent interface 



Service Desk Help Center 

• Manage multiple 
service desks in one 
help center

• Helps customers’ 
orientation

• Request via SSD ticket
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Service Level Agreements

• Set up and Track SLAs for 
tickets



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

Incident & Alerts Management
Use-cases and functionalities
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Incident Management Workflow

Manual monitoring of 
dashboards/systems

Abnormalities 
observed, L1 monitors 

manually

L1 manually alerts 
L2/L3

L2/L3 reviews 
abnormalities

L2/L3 escalates to 
incident

L1/L2 manually
creates incident 

channels, comms to 
stakeholders

Incident timing, SLA 
for Response, MTTD 

and MTTR are 
manually calculated. 
PIR manually created 

Automated 
monitoring of 

dashboards/systems 
and integrated with 

JSM

Abnormalities detected, 
tickets are 

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

automatically resolved.

L1/L2/L3 can be 
automatically alerted 

based on priority

L1/L2/L3 reviews 
abnormalities

L2/L3 escalates to 
incident

Incident channels 
automatically
created, with 

stakeholders added, 
comms to 

stakeholders

Incident timing, SLA for 
Response, MTTD and 

MTTR are 
automatically 
calculated. PIR 

reminders sent to 
assignee

Why is this important?

-10 min -15 min -20 min 1 hour

Time to respond to 

incident reduced by 

45 min

-1 HC
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Alerts Management

• Can be integrated with monitoring tools

• Auto creation of alerts based on rules
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Alerts Management – Notifications

• Email

• SMS

• Voice (Phone call)

• Mobile push 
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Alerts Management – On-call Scheduling
• Set schedules for 

on-call responders

• Auto escalation to 
next responders
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Incident Management
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Incident Management – Slack Integration

*Requires prior set up to Slack

Team swarming for incident resolution
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Change Management
Use-cases and functionalities
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Change Management 
• Can be integrated with CI/CD tools

• Track change details on single ticket
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Change Management – Deployment Gating
• Automate deployment approvals using deployment gating
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Knowledge Management
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Knowledge Management 
Integrate with Confluence to allow users to self-help
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Jira Service Management
What’s Coming soon!
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Virtual Agent Chatbot

Atlassian Intelligence

Coming soon!
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Triaging of issues with suggestions

Atlassian Intelligence

Coming soon!
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Alert grouping

Atlassian Intelligence

Coming soon!

PIR generation
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• Access to Jira issues, Confluence spaces via the mobile app

• Push notifications on alerts

Mobile Apps

Coming soon!
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SHIP-HATS: Jira Service Management
Onboarding Process
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Onboarding to JSM
• 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
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Onboarding to JSM
• JSM Project Templates – quick set up of your new project, with default configurations
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SHIP-HATS Support
Where can you get help?
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Support for JSM

Join via Zoom Link 

• Available via SHIP-HATS Service Desk

Standard Support 

• 19 March and 2 April
• 2 – 3 PM
• Walk-in session to ask all about JSM
• Join via Zoom Link [Same for both sessions]

New! Atlassian Office Hours

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