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Atlassian Solutions Use Cases

Volume of IT Support

IT Division: 13 members
Employees: 800+

Branches and Warehouses: 8
# of Applications: 50+

# of Laptops/Desktops: 1000+

Atlassian Solutions Adopted:

Jira Service Management: 3 sites, 45 agents
Jira Core: 1 site, 10 users

Confluence

Statuspage

Access (SSO with Azure AD)
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ITSM: Start from Small
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Workflows / ISD: Service Request Fulfilment workflow for Jira Service Desk (Draft)
Transition: Create issue
PRSE *
F A Email @QFINENTE (FE#HA IB11) : Hostin Create

CEEA ERE+BFIEE" (ex. bay123456)

This is the initial transition in the workflow.

Screen: None - initial transition does not have a view.
Cancel

Validators 2 Post Functions @

& 1§ m Scri ptRu nner E{q: u¥ I]LI T:1e 'I:Ilo:vi:g:] wlill be pT'olces”sed after the transition occurs
. Creates the issue originally.
5haB API3ETT AD IR3EAZEH &
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ScriptRunner workflow function: Run a script as ScriptRunner Add-On User: UnlockAD-1
0000000000

History (newest on right):
8h 7h 6h 4h 4h 3h 3h 2h 1h 16m

3. ScriptRunner waorkflow function: Run a script as ScriptRunner Add-On User: ResetPassword-1
0000000000

History (newest on right):
8h 7h 6h 4h 4h 3h 3h 2h 1h 16m
4. Setissue status to the linked status of the destination workflow step.

5. Re-index an issue to keep indexes in sync with the database.

6. Fire a Issue Created event that can be processed by the listeners.




Tip #1 f&

WAITING FOR APPROVAL

WAITING FOR SUPPORT

IN PROGRESS

CANCELED

WAITING FOR CUSTOMER

WAITI

Approvals

Request contains...

Type

a<® e & i

aad i

9

Reference

ISD-8635

ISD-8616

ISD-8615

ISD-8612

ISD-8611

ISD-8605

ISD-8600

ISD-8595

ISD-8586

ISD-8574

ISD-8573

] Workflow 89 Approval ThEEEULAR 2

Q Approvals history

B3 VPN R

EREEER
=38 VPN IR

= VPN B

Requirement for work - Traditional Chinese typing

)}

.

R
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Status

IN PROGRESS

RESOLVED

RESOLVED

RESOLVED

RESOLVED

WAITING FOR SUPPORT

IN PROGRESS

RESOLVED

WAITING FOR SUPPORT

WAITING FOR SUPPORT

IN PROGRESS

ITE=IC

Service project




Tip #2 BZF Anonymous Access: AFEE ABNITI £
Customer Portal £t request

m IT Service Desk Projects / IT Service Desk / Project settings

Service project

Customer permissions

o Back to project

o Agents and project admins can add new customers to a project at any time by including their email
Project settings address in the "To" or "Cc" field when replying to a request’s email notification.
Learn more about users and roles in Jira Service Management.

Details
People . .
. Service project access
Ferllizs Choose who can send requests to "IT Service Desk” via or the portal:
- Customers added by agents and admins
ummar

/ © Anyone on the web (without logging in)

Issue types To allow only people with accounts on to send requests, Jira admins can
2 change the Global settings (5.

Request types

Customer sharing

Customer permissions

Language support

Control how existing customers can find other customers and share requests with them:
© Customers can search for other customers within their organizations

Customers can search for other customers within their organizations, or manually enter the email address of

Portal settings other customers within their project

Customers can search for other customers within their project or organizations

BE] TEILEE To set who customers can automatically share new requests with, Jira admins can change the Global settings [5.




Tip #3 = Atlassian Marketplace BY5E = &4

o

28,300®

o

134
80188

Extension for Jira Service Management

A
ScriptRunner for Jira

q for Jira Cloud, Jira Server 7.6.0 - 8.15.0, Jira Data Center 7.6.0 - 8.15.0 and more versions
by Adaptavist D

for Jira Cloud, Jira Server 8.0.0 - 8.15.0, Jira Data Center 8.0.0 57519 SUPPORTED | | JIRA SERVICE MANAGEMENT

SUPPORTED JIRA SERVICE MANAGEMENT

Insight - Asset Management e 5)5!:3”13} Data for Jira Fields

iy Aikedtm ) for Jira Cloud
for Jira Cloud and Jira Data Center 8.0.0 - 8.15.0

SUPPORTED | | JIRA SERVICE MANAGEMENT s15@ SUPPORTED JIRA SERVICE MANAGEMENT

5

1,710@

~
ProForma: Forms & Checklist for Jira' i _J Table Grid Next Generation

nextgen by iDalko

by ThinkTilt
for Jira Cloud, Jira Server 7.3.0 - 8.15.0, Jira Data Center 7.3.0 - 8.15.0 and more versions @ for Jira Cloud, Jira Server 8.0.0 - 8.15.0, Jira Data Center 8.0.0 - 8.15.0 and more versions
SUPPORTED JIRA SERVICE MANAGEMENT 798 @ SUPPORTED JIRA SERVICE MANAGEMENT



COVID-19: {Cret& /it

* ZPTW Z 1535

PR [ Name*®

What can we help you wil

®

134

hEREEER / CO\ TiHt2 / Location *

BIREE  FTERTY  2dRAE / Taipei Office
7<E DC1 / Dayuan Distribution
7<E DC2 / Dayuan Distribution

7<E DC4 / Dayuan Distribution ET%EN UE“E[E~§N’E~ :

&= DC5 / Guanyin Distribution
&hmNE /Taichung Office | 2 BEIR

SIEMAE / Kaohsiung Office %iﬂ;aﬂm Line@ﬁ
BISMRIEFEIRE / Tray

1. FEERRS » B4 Y 8238 / Temperature (°C)*

ETEREHE

2 ETEANEL "BEfE:
LA L unféban
-7 7
EREEEAEET > E
=3 '—.!_)-:—g —1 4 = | . ~
=5%§x$i@?§?h BIEEA / Health Assessment* - 4
PIARRERS (ICE BESZE/am in good healthy bisin i =
%‘fﬁ%ﬁ/ﬁﬂi{@ﬁﬁxiﬁﬂﬁ.{ BBME)
one of the following symptoms:
s

= Difficulty in breathing, Cough, Ci

HE X . _
EEEH\"E_W i FARERAZEERHNIEEEE /| have worked or stayed in the same close envi
= IEEAMRITINER COVID 19 confirmed patient within the last 14 days

14 FABEEERAERERE /| have traveled internationally in the la:

Work From Home 81 Cancel

o]

FHEEHE / Visit Purpose ™

B / Visit Date”

e.g. 17/Mar/21

FFahiE / Office to Visit™
E£4EMAE / Taipei Office
B DC1 / Dayuan Distribution Center 1
7B DC2 / Dayuan Distribution Center 2
7B DC4 / Dayuan Distribution Center 4
&= DCS5 / Guanyin Distribution Center 5
#/22 / Taichung Office
22 [ Kaohsiung Office

SHEME / Visitor's Name ™

SHERT]EHE / Visitor's Company *

F#ERE / Mobile Phone No.*

FFERHEWE / ZP Contact Person™

#FE5E & Email / Email of the ZP Contact Person™

EEFHEIAE . [£)] EECEREEZHE/Rm AT BEEIE 7/ Are you quarantined period 14 days
prior to the visit date?*

Yes
No
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eZHR SHMERSEREIN 7 EH From |TS|V| to BSM
(Business Service
Management)

! eZRx M AFIRIRSHE

X eZRx IEEE ARIEXED

3 & :f & Exit Questionnaire
~EREEERATEHRESHIEINE
ARG EERIERINR - 5L 0

() muiTEmERE

HHeZRxz] 8
BR GsEpt]E ) WEARTEZR17:002E B AT

‘ BEEER
EEE ZRx AFMNEREEE - BRPNEAREETLERT




WWWWWWWWWWWWWWWWWWW



THIS PRESENTATION CONTAINS PROPRIETARY INFORMATION
OF ZUELLIG PHARMA AND MAY NOT BE DUPLICATED, USED, OR
DISCLOSED, WHETHER IN WHOLE OR IN PART, FOR ANY
PURPOSE OTHER THAN FOR THIS EVENT.

ALL INFORMATION DISCLOSED IN THIS PRESENTATION
REMAINS AT ALL TIMES THE PROPERTY OF ZUELLIG PHARMA.



