
CHECKLIST

Rachel’s 10 Tips for Managing 
Support in Jira Service 
Management
Use these tips and recommendations to implement and get the most benefit from JSM.

1. IMPROVE YOUR PROCESS

Jira Service Management is just a tool, and ITSM is just a way to manage service. No tool, methodology, 
or framework can make up for bad process and leadership. If your organization’s process is a mess 
outside of JSM, that mess is likely to creep into JSM as well. Before implementing new software, try to 
optimize your process, workflow, and communication.

2. TRAIN USERS AND SET EXPECTATIONS

It’s important to set clear customer support expectations up front. For example:

• How should customers request support? JSM can accept requests in multiple ways. (i.e., via the 
customer portal, email, an embeddable widget, an app or integration, etc.) 

• How will you communicate how long certain requests might take to fulfill? Will you use on-screen 
messaging, automatically update users via email or chat, or use service level agreements (SLAs) to 
display a time goal?

You’ll need to train your users how best to work with your team and your software.

3. ADAPT TO THE CUSTOMER

Start with just a few JSM request types. Don’t add more until there’s a real business or reporting need. And 
always customize form field and status names with language the customer understands and expects. 

• For example, in the customer portal, change the label for the default “Summary” (“request title”) 
field to “How can we help?” or something else that’s customer friendly and instructive. 

• Where necessary, provide a field description or a formatting example. 

• Don’t make the customer guess what information you need or how to provide it.

4. MEASURE SUCCESS

Use JSM to measure how well you’re meeting deadlines, goals, & performance metrics. Make sure the 
support team focuses on the quality of support, not just the quantity of requests completed.

5. AVOID OVER-CUSTOMIZATION

Every time you create a new service desk, change a configuration setting, or install an app, consider the 
health of the application as a whole. Decisions you make today will impact maintenance, performance, 
and usability in the future.



6. USE QUEUES TO STAY ORGANIZED

Use JSM queues (lists of related issues) to organize and filter requests. When creating these shared 
views, consider how the team delegates and prioritizes work. For example:

• If work is divided by area of the business, create a queue for each area. 

• If work is ranked by priority, create a queue for the most important requests. 

• If your organization has an important initiative going on, create a queue for requests relating to 
that, too.

Make it easy for the support team to respond to the right requests at the right time.

7. PERIODICALLY REVIEW PERMISSION SETTINGS

JSM has multiple levels of permissions for the entire application, projects, issues, requests, workflows, 
and apps. This flexibility is fantastic, but it also makes it easy for admins to give the wrong access to 
the wrong users. Create a test account for each new type of user, group, or role. Verify the capabilities 
and permissions for customers, agents, participants, and administrators work as expected. Audit all 
application permissionson a regular schedule. For example, check all permissions each quarter.

8. INTEGRATE APPLICATIONS

Get the most value out of your Atlassian products by connecting them. Help your teams communicate 
by linking JSM requests to their related Jira Software issues, Jira Work Management plans, Insight assets, 
Opsgenie alerts, and Confluence pages. Use WebHooks, the REST API, or apps to integrate internal 
applications and non-Atlassian software, too!

9. INVITE OTHER TEAMS

Jira Service Management isn’t just for IT teams. JSM can help any team with customers to support. For 
example, the HR team’s customers are the employees, and employees have plenty of requests to manage! 
This team — and any team with a support function — can benefit from using Jira Service Management.

10. EXTEND WITH APPS

Make JSM even more powerful by adding apps that extend its capabilities. For example, add the Canned 
Responses Pro Templates for Jira app to quickly and consistently respond to similar requests. Use the 
Chat for Jira Service Management app to collect real-time details, deliver a fast resolution, and improve 
customer satisfaction. Use automation to remove manual steps and keep work moving forward. 
Continuously improve service quality with Time to SLA. By utilizing different reports and metrics, teams 
can analyze their progress and get better over time. 

Interested in learning more? 
Get notified when The Ultimate Guide to 
Powering Up Your Service Desk is released.

https://marketplace.atlassian.com/apps/1211016/canned-responses-pro-templates-for-jira?hosting=cloud&tab=overview&utm_source=appfire.com&utm_medium=pdf&utm_campaign=jsm-ultimate-guide
https://marketplace.atlassian.com/apps/1211016/canned-responses-pro-templates-for-jira?hosting=cloud&tab=overview&utm_source=appfire.com&utm_medium=pdf&utm_campaign=jsm-ultimate-guide
https://marketplace.atlassian.com/apps/1218891/chat-for-jira-service-management?hosting=cloud&tab=overview&utm_source=appfire.com&utm_medium=pdf&utm_campaign=jsm-ultimate-guide
https://marketplace.atlassian.com/apps/1211843/time-to-sla?tab=overview&hosting=cloud&utm_source=appfire.com&utm_medium=pdf&utm_campaign=jsm-ultimate-guide
http://appf.re/ITSM-guide

	Primary Button 7: 


