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Requirements

o KPls measurement for each supplier
involved in a work item

o Service visibility depending on Reporter
Company and Department




Challenges

O

O

Different SLA for each supplier

Group assignment

Work item security (each supplier should
access only work items assigned in the past)
No IT Service Desk function




Atlassian solution

4 Jira Service Management (Premium)

%2 Jira Assets

o Jira Software

: Confluence




Employees

Atlassian Account ID
Department & Company
Service visibility

o

JIRA ASSETS

Assets / Schemas

AXPO users

SCHEMA TREE

. : Employees
s
= #& Department

. Role

Company

2 Employees

419 objects :@ =

= GIORGI FABIO
Giorgia Castagnino
Giorgia Celestri

c Giorgia Mete

c Giorgia Moscatelli
Giorgia Tizzani
Giorgio Laudisa

C Giovanni Cannavé

Giovanni Greco

Giovanni Lodovico Bona...

Giovanni Pulcrano

Girolamo Raso

Giulia Aceti

c Giulia Asmini

Giulia Bardini

»

T
=
tn
et}
[}

¢«

Details  Activity

¢ Name

Giorgia Castagnino

Giorgia Castagnino

Atlassian Account ID

. Giorgia Castagnino

Status

Manager Name

ACTIVE

2 Alessandro Vassalli

Department

Company

+21CT CRM & Web

i AXPO Italia S.p.A.

Services visibility

2 AXPO Information Technology

Employment Type

Start Date

Permanent Employee

B Nov 16, 2023

Q. Search this schema... :tﬂ

Attributes

Linked objects oL Object gr... ~

Qutbound references #—0

Reports to £ Alessandro Vassalli
Member of *21CT CRM & Web
Financial > H AXPO ltalia S.p.A
Link » %2 AXPO Information Technology
Technical > £ Christian Ferretti
Linked work items [Z o= Filter: Active v ~

Work items this object appears in:
B ..SRVAPP-152 Errore durante transition allo stato P... |PENDING |
..SRVAPP-147 Patching D365 [AnALYsIs |

[0 ..SRVAPP-108 Accesso a Reporting | PENDING |




IT Services

Service visibility
Fulfillment method

Triage Team
Escalation Group
1

JIRA ASSETS

Assets / Schemas

AXPO IT CMDB

SCHEMA TREE * + o |IT Services
* @ IT Services 8
v )Ci IT Teams ol

81 Objects

. @ IT AXPO Internal team 16

« iy IT AXPO Suppliers 28 lcon Key

L3 :‘ Sales contacts 82
& AXPOIT-210

* 22% Services visibility 3
o AXPOIT-212
o AXPOIT-213
o AXPOIT-208
o) AXPOIT-233
o AXPOIT-174
o AXPOIT-171
o AXPOIT-202
o AXPOIT-170
o AXPOIT-162
o AXPOIT-235

Q& Name

Integrazione - MATP

Reseller

Integrazione - Mulesoft

Integrazione - Trasferimento

files

iPhone - iPad - Sim

Jira

JOSH

Loyalty

Microsoft Azure

Midori

Mkt Cloud

Nomine/Programmazione

Aste

@ Bulk actions v

Q Search this schema...

m =

Attributes

Filter

Services visibility

I I Service Fulfillment Method I ITriageTeam

I I Escalation Group

#2 AXPO 2 PULSEE

2 AXPO Information T...

#2 AXPO Information T...

L2 AXPO 2 PULSEE

2 AXPO Information T...

22 AXPO Information T...

#2 PULSEE  # AXPO

# AXPO Information T..

2 PULSEE

2 AXPO Information T...

2 PULSEE

2 AXPO Information T...

2 AXPO 22 PULSEE

2 AXPO Information T...

2 AXPO Trading

2 AXPO Information T...

Sequential with Internal Tri...

Sequential

Sequential with Internal Tri...

Sequential with Internal Tri...

Sequential with Internal Tri...

Sequential with Internal Tri...

Sequential

Sequential with Internal Tri...

Sequential

Sequential with Internal Tri...

Sequential

@ 1T AXPO INTEGRATI...

# X3 Solutions

® 1T AXPO INTEGRATI...

& 1T AXPO INFRASTRU...

& 1T AXPO ADMIN JIRA

@ 1T AXPO INFRA-APP

# Lutech

@ 1T AXPO INFRASTRU...

W Midori

@ 1T AXPO SALES & M...

W Ark srl ltalia

28 int-itaxpo-integration

28 int-itaxpo-integration

28 int-itaxpo-integration

2 int-itaxpo-infrastruttur

28 int-itaxpo-adminjira

0 int-itaxpo-infrastruttur

P int-itaxpo-sales&mark
eting

2 int-itaxpo-infrastruttur

Y int-itaxpo-sales&mark
eting

Py int-itaxpo-sales&mark
eting

28 int-itaxpo-trading

v




IT Teams (Suppliers)

Atlassian Group

Jira Project
SLA Project

bt

JIRA ASSETS

Assets / Schemas

AXPO IT CMDB

SCHEMA TREE +

* gy IT Services
~ ;Qg IT Teams
. IEI IT AXPO Internal team
| = i IT AXPO Suppliers
. C Sales contacts

* T2 Services visibility

+

81
45

16

# IT AXPO Suppliers

29 objects H4

Fincons

IFS

Iroi

Jamain

Lutech

mevb

Midori

NTT

NTTRPA

03-Tech Srl

REPLY (DWH - ALTRO)

REPLY (WEB)

Seidor

Skylab

Ves

Wuerth Phoenix

X3 Solutions

AXPOIT-1021

Details  Activity

&) Name

Wuerth Phoenix

Wuerth Phoenix

Jira project

& Wuerth Phoenix

Services

o Jira

Atlassian Group

282 ext-wuerthphoenix

SLA Project

& SLA Wuerth Phoenix

Service Managers

Contract Manager

AXPO manager

2 Dovesi Fabrizio

2 Mogni Andrea

Mammoliti

Q) Search this schema...

Linked objects 3L Object ...

‘Outbound references &

Link > g Jira
Technical > 2 Dovesi Fabrizio
Financial » 2 Mogni Andrea

Linked work items Filter: Active v

No work items found

Attachments + B8

¢ Add an attachment

Attributes

Created Qctober 19, 2025, 3:07 PM
Madified October 19, 2025, 3:21 PM




KPIs

Time to first response
Time to resolution

24

SUPPLIER SLA

(@ Time to first response 1goal Edit

Goals

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

Apply to work items Calendar Time target

type in ("[System] Incident", "[System] Service request”, Estimation)

All matching priorities B Sstandard Calendar 09-17

All remaining work items B Standard Calendar 09-17 No target

Conditions

Time will be measured between the start and stop conditions below.

Start counting time when...
Issue Created

Pause counting time during...
Status: Canceled

Status: In Progress

Status: Paused

Finish counting time when...

Entered Status: Closed

SLA format display

Time centrice.g. 7H59M ©  (@ILELINO] 400H v

@© Time to resolution 1goal Edit

Goals

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

Apply to work items Calendar Time target

type in ("[System] Incident”, "[System] Service request”, Estimation)

All matching priorities B standard Calendar 09-17

All remaining work items B Standard Calendar 09-17 No target

Conditions

Time will be measured between the start and stop conditions below.

Start counting time when...

Issue Created

Pause counting time during..
Status: Canceled

Status: Paused

Finish counting time when...

Entered Status: Closed

SLA format display

Time centrice.g. 7H59M © (ELLECINO) 400H v




Incident opening

SERVICE SELECTION

Service visibility, depending on Reporter
Suggested articles

4

‘ @ Giorgia Castagnino [x]

Primary service™

jird o

1 search result

Summary™

| cannot see the assets

eg. )

seph Wilson starts on September 1

Suggested articles

E MANUALE AGENT JIRA
Per visualizzare tutti i ticket aperti per uno specifico progetto cliccare sul progetto e poi Queues, & possibile scegliere tra: All open per vedere tutti i tkt aperti Assigned to

me per vedere tutti itkt assegnati a me Open tasks per aprire un task nuovo All Open Puoi vedere tutti i ticket aperti, cliccando su un ticket & possibile visualizzare il

E AXPO IT SERVICES AND APPS
Welcome to your new knowledge base space! We've added some suggestions and placeholders. Everything is customizable, Get started with templates: Welcome! How
can we help you? About Add a litte introduction about what you or your team does, what information this space provides, and any additional context. Get in contact

Team@email.com!--mailto:Team @email.com

Description

~
>
£
m
i

e @ @ B OO0 M +v

Normal text v B

When | access to Jira Assets, | cannot see any schema




Incidents / Service Requests
MAIN WORKFLOW

# In Approval

Forced to go In Progress R ——

In Progress >> Pending F core ey

IN PROGRESS —? PENDING

Escalated (after SLA breach) .

NEW

INPROGRESS —» PENDING

T 3  ESCALATED  ¢—

l’ # Not involved in this ticket

IM PROGRESS —3 PENDING

e WAITING FOR CUSTOMER

f’ Respond to customer

L J’ IN PROGRESS —? WAITING FOR CUSTOMER
2 ~

. —[ IN PROGRESS L’ PENDING
J # Resolve after approval

IM PROGRESS —3 RESOLVED

EEEEEE—— WAITING FOR APPROVAL

f’ Resolve this issue

IN PROGRESS —» RESOLVED

w
L3  RESOLVED CANCELED g # in Progress

‘ NEW —> INPROGRESS

CLOSED

# Escalate

. PENDING
IN PROGRESS —3 ESCALATED
NEW

¥ In progress
ﬁ .
Q .‘ PENDING —» INPROGRESS




New Work ltem
WORK ITEM OPENED

Security Level CpE— 28 oo <

I cannot see the assets New v 4 SECURTTY LEVEL

Assignment to the Triage Team |« o c = % o o @ -

in Progress —> |INPROGRESS

M U St g O to | n P ro g re SS . Giorgia Castagnino raised this request via Portal Hide details AXPOTT & Suppliers involved

View request in portal .
View workflow

IT Service
o ~ Organization details
l’ TRI-I Information & Communication Technology
o Jira oo~

Details
Secondary affected sevices + Add object

Current Group int-itaxpo-adminjira
Description Assignee ftaxp )
When I access to Jira Assets, I cannot see any schema

Knowledge base [ 2related articles
Priority = Medium S Unassigned

Assignee

Assign to me

Reporter Giorgia Castagnino
User ~ .

Groups Involved int-itaxpo-adminjira

2 Giorgia Castagnino 0
Re:
quest None

participants

Request Type % Incident
© Accelerate incident resolution with Ops Guide |NEw LI

Approvers @ Giorgia Castagnino

QOrganizations 28 TRI-T Information & Com...




Work Item In Progress
MAIN TRANSITIONS

[ AXITSRVAPP-162 28 @ & <

Chonge the primory Sewice I cannot see the assets - 4
Involve another team to complete |* = = = * ©© &~
. Giorgia Castagnino raised this request via Portal Hide details

Not involved in this work item R P—

@
l I Not involved in this work item —> PENDING ISi
' o Jira X -~

Respond to customer — [WAITING FOR CUSTOMER

In Approval —>  WAITING FOR APPROVAL

Cancel => CANCELED
Secondary affected sevices + Add object Resolve this issue — RESOLVED
Description View workflow

When I access to Jira Assets, I cannot see any schema

Knowledge base [ 2related articles
Priority = Medium o Luca Brochiero

Assignee

Assign to me

Reporter Giorgia Castagnino
User ~ .

Groups Involved int-itaxpo-adminjira

2 Giorgia Castagnino X
Request
aue None

participants

Request Type ¢ Incident
@] Accelerate incident resolution with Ops Guide | NEW EI

Approvers @ Giorgia Castagnino

Organizations 28 TRI-I Information & Com...




Assignment to a Supplier
MAIN TRANSITIONS

Only the assignment group can modi

Supplier added to Groups Involved
Llink a new SLA Work ltem

Work Item can only go In Progress

4

B AXITSRVAPP-162

I cannot see the assets
5 a2 X OQDP -

. Giorgia Castagnino raised this request via Portal

WView request in portal

IT Service
0]

e Jira
Secondary affected sevices

Description

When I access to Jira Assets, I cannot see any schema

Priority = Medium

User

2 Giorgia Castagnino

Hide details

o o~

+ Add object

B8 @ O <

=N -

In progress —» [INPROGRESS

Linked work items

causes

B SWP-1 SLA AXITSRVAPP-162 Wuerth Phoenix Jira

WAITING FOR ...

Jo
|

Cancel —* CAMCELED

View workflow
Organization details

TRI-I Information & Communication Technology

Details

Current Grou .
p ext-wuerthphoenix

Assignee
Knowledge base B 2 related articles
2 Unassigned
Assignee
Assign to me
Reporter . Giorgia Castagnino

ext-wuerthphoenix
Groups Involved
int-itaxpo-adminjira

Request

. None
participants
Request Type # Incident
Approvers @ Giorgia Castagnino

Organizations £8 TRI-I Information & Com...




Supplier go In Progress

MAIN TRANSITIONS

SLA Work ltem go In Progress
Pause «Time to first response»
Start «Time to resolution»

4

B AXITSRVAPP-162

I cannot see the assets
T Q 2 2% 0% -

. Giorgia Castagnino raised this request via Portal

View request in portal

IT Service
6]

g Jira

== -

Time to first response
within 20m

25m (©

Time to resolution
within 1h

SLAs ~

Becondary affected sevices

escription

riority

User

Giorgia Castagnino

e NetEye™

Linked work items

causes

B SWP-1 SLA AXITSRVAPP-162 Wuerth Phoenix Jira

hen I access to Jira Assets, I cannot see any schema

= Medium

IN PROGRESS v

Hide details

b G

-+ Add object

Jo
[

e -

28 @ & <

| Respond to customer —> [WAITING FOR CUSTOMER

In Approval

Change the primary service

—» WAITING FOR APPROVAL

—> PENDING

Involve another team to complete  — [PENDING

Mot invelved in this work itemn

Cancel

Resolve this issue

View workflow

Knowledge base

Assignee

Reporter

Groups Involved

Request
participants

Request Type

Approvers

Organizations

—> [PENDING Y
—» CANCELED

— RESOLVED

B 2related articles

. Pancorbo, Daniel

Assign to me
. Giorgia Castagnino

ext-wuerthphoenix

int-itaxpo-adminjira
None

# Incident
@ Giorgia Castagnino

28, TRI-I Information & Com...




Many Suppliers involved
MAIN TRANSITIONS

Every SLA Work ltem paused except for one
Suppliers can see only their SLA Work ltem

IT memb ry SLAW k fem | {eamotes e
e ers CO n See eve Or e I cannot see the assets - 4
. T a2 E 2 O0@F -
uppliers aaae to Grou PS Involve suemer
. Giorgia Castagnino raised this request via Portal Hide details Customer detalls
View request in portal . Giorgia Castagnino
l' I;SGW‘CQ ~ Organization details
TRI-1 Information & Communication Technology
o Jira ¥ o~
Details
Secondary affected sevices -+ Add object
Current Group K
Description Assignee ext-ar
When I access to Jira Assets, I cannot see any schema
Knowledge base & 2related articles
Priority = Medium 2 Unassigned
Assignee
Assign to me
Reporter Giorgia Castagnino
User ~ .
ext-ark| | ext-ntt| | ext-wuerthphoenix
2 Giorgia Castagnino b3 Groups Involved int-itaxpo-adminjira
Ry t
z?uu;:ms Mone
Linked work items + P P
causes Request Type # Incident
B swP-1 SLA AXITSRVAPP-162 Wuerth Phoenix Jira PAUSED v = =
Approvers @ Giorgia Castagnino
[E SEANTT-56 SLA AXITSRVAPP-162 NTT Jira PAUSED » E)
Organizations 28 TRI-I Information & Com...
[ SLAARK-40 SLA AXITSRVAPP-162 Ark srl Italia Jira WAITING FOR ... B =




Work Item Resolved

Every SLA Work ltem paused

4

MAIN TRANSITIONS

Bl AXITSRVAPP-162

I cannot see the assets
T a2 ERXO0FH -

. Giorgia Castagnino raised this request via Portal

Wiew request in portal

IT Service
6]
o Jira

Secondary affected sevices

Description

When I access to Jira Assets, I cannot see any schema

Priority = Medium

User

2 Giorgia Castagnino

Linked work items

causes
B SwP-3 SLA AXITSRVAPP-162 Wuerth Phoenix Jira
B SEAMNTT-58 SLA AXITSRVAPP-162 NTT Jira

B StAARK-48 SLA AXITSRVAPP-162 Ark srl Italia Jira

PAUSED v~

PAUSED ~

PAUSED ~

Hide details

b= G

+ Add object

Jo
[

Jo
[

Resolved v v Done 4

Customer

Customer detalls

. Giorgia Castagnino

Organization details

TRI-I Information & Communication Technology

Details

Current Grou
p ext-wuerthphoenix

Assignee
Knowledge base B 2related articles
. Pancorbo, Daniel
Assignee
Assign to me
Reporter . Giorgia Castagnino

ext-ark | | ext-ntt| | ext-wuerthphoenix
Groups Involved
int-itaxpo-adminjira

paricipants Nare

Request Type # Incident

Approvers @ Giorgia Castagnino
Organizations 28 TRI-I Information & Com...




Work Item Closed

Every SLA Work ltem closed

4

MAIN TRANSITIONS

B AXITSRVAPP-162

I cannot see the assets
T Q2 ERXR O -

. Giorgia Castagnino raised this request via Portal
View request in portal

IT Service
@
e Jira

Secondary affected sevices

Description

When I access to Jira Assets, I cannot see any schema

Priority = Medium

User

? Giorgia Castagnine

Linked work items

causes
B SwP-1 SLA AXITSRVAPP-162 Wuerth Phoenix Jira
B SEAMNTT-EE SLA AXITSRVAPP-162 NTT Jira

B SEAARK-46 SLA AXITSRVAPP-162 Ark srl Italia Jira

CLOSED v

CLOSED v

CLOSED »

Hide details

b= G

+ Add object

Jo
[

Jo
[

Closed v + Done

SLAs

Oct 29 01:00 PM I

Customer

Customer detalls

. Giorgia Castagnino

Organization details

Time to close after resolution
within 80h

TRI-I Information & Communication Technology

Details

Current Group
Assignee

Knowledge base

Assignee

Reporter

Groups Involved

Request
participants

Request Type

ext-wuerthphoenix

B 2 related articles

. Pancorbo, Daniel

Assign to me
. Giorgia Castagnino

ext-ark | | ext-ntt|  ext-wuerthphoenix

int-itaxpo-adminjira
None

# Incident




SLA and own Work ltems
IT DASHBOARD

IT members can see every SLA Work ltem
Dashboard shows IT Work ltems

4

AXPOIT @  Refresh D Edit [£
SLA A 00 @ Assigned to my group A 000D &
T Links Summary P Time to first response a Time toresolution Status T Key Reporter Summary Assignee Status
B AXITSRVAPP- SLA A -60:30 -55:30 WAITING FOR SUPPORT AXITSRVAPP-105 Davide Punta  Mancano fatture Unassigned ~ NEW

165 AXITSRVAPP-  (® [C]
109 EBS AXITSRVAPP-147 Giorgia Patching D365 Luca ANALYSIS
Consulting Srl Castagnino Brochiero
SAP isu
AXITSRVAPP-107 Giorgia Virtual Agent Rovo Gloria Rocca  PRE-ANALYSIS
B AXITSRVAPP- SLA -~ -27:.30 -15:30 WAITING FOR SUPPORT Castagnino
152 AXITSRVAPP-  (® [C]
152 NTT B AXITSRVAPP-106 Luca Mosto Aggiungere logiche Unassigned ~ NEW
Salesforce 15 minuti
AXITSRVAPP- SLA = 016 0:56 WAITING FOR SUBPORT B AXITSRVAPP-103 Giorgia Server upgrade Manuel DEVELOPMENT
166 AXITSRVAPP-  (® ® Castagnino Suman
166 1+50f5
Estimation °
\Wuerth ) Last refreshed just now
Phoenix
B AXITSRVAPP- SLA = 316 6:49 IN PROGRESS
160 AXITSRvAPP- I C] Involving my group A 000 @
160 NTT
Salesforce T Key Reporter Summary Assignee Status
O AXEFSRYAPP- SLA = 15:36 39:15 PAUSED B AXITSRVAPP-105 Davide Punta Mancano fatture Unassigned  NEW
168 AXITSRVAPP- n ]
108 Ark srl AXITSRVAPP-113 Emanuele cancellare Gloria Rocca  ANALYSIS
Italia Mammoliti messaggio in
Reporting fattura
Service
B AXITSRVAPP-147 Giorgia Patching D365 Luca ANALYSIS
-50f 5 Castagnino Brochiero
4 >
B AXITSRVAPP-107 Giorgia Virtual Agent Rovo Gloria Rocca  PRE-ANALYSIS
) Last refreshed just now Castagnino
B AXITSRVAPP-106 Luca Mosto Aggiungere logiche Unassigned ~ NEW
. . 15 minuti
Assigned to Me A D0 @
AXITSRVAPP-103 Giorgia Server upgrade Manuel DEVELOPMENT
T Key Reporter Summary P~ Status Castagnino Suman
ATLCP-40 Dovesl, Integrazione AD = Jira [su Assets] = INPROGRESS 16076
Fabrizio




Possible evolutions

Rovo Virtual Agent

4

NEXT STEPS

32 © Rovo [%RovoChat @ @ hello ~

Good afternoon, May

Find anything across Confluence, Google Drive, Slack, and more...

Q Search [*Chat

- - .
c # A G %] C + :
Content: All... Learning Pla...  Atlassian Mo...  Sign in - Go. New Nav Lab . Contentful Add custom link
Recent work
Worked on  Viewed
Today
E Engineering Support Database 7 seconds ago °
Engineering Support -

e-Trace Bug Reporting Process
Engineering Support
Engineering Support

eTrace Enhancement Request Process
Engineering Support

Action items - draft
Emplayee On

8
E Logistics Enhancement Request Process
8
8

varding




Possible evolutions

NEXT STEPS

Assets lifecycle

Decisions

l i User
' Qur actions
? i User actions
Asset request
Service Desk

Asset status

Asset replacement
request

Affected asset

OPEN

Laptop or mobile
phone or SIM
Ingident

Affected asset

|

Categorization —————)

WORK IN PROGRESS

Analysis

——

Mo

replacement

replacamant

‘Operational

COMPLETED

Solution
accepted

Solution
provided

Asset
replacad

> Dismissed

> Loststolen

Yes

>

CLOSED

Close Incldent







	Diapositiva 1
	Diapositiva 2
	Diapositiva 3
	Diapositiva 4
	Diapositiva 5
	Diapositiva 6
	Diapositiva 7
	Diapositiva 8
	Diapositiva 9
	Diapositiva 10
	Diapositiva 11
	Diapositiva 12
	Diapositiva 13
	Diapositiva 14
	Diapositiva 15
	Diapositiva 16
	Diapositiva 17
	Diapositiva 18
	Diapositiva 19
	Diapositiva 20
	Diapositiva 21
	Diapositiva 22

