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Requirements

o KPIs measurement for each supplier 
involved in a work item

o Service visibility depending on Reporter 
Company and Department
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Challenges

o Different SLA for each supplier
o Group assignment
o Work item security (each supplier should

access only work items assigned in the past)
o No IT Service Desk function



Atlassian solution

Jira Service Management (Premium)

Jira Assets

Confluence

Jira Software
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Employees
JIRA ASSETSJIRA ASSETS

Atlassian Account ID
Department & Company
Service visibility
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IT Services
JIRA ASSETSJIRA ASSETS

Service visibility
Fulfillment method
Triage Team
Escalation Group
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IT Teams (Suppliers)
JIRA ASSETS

Atlassian Group
Jira Project
SLA Project
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KPIs
SUPPLIER SLA

Time to first response
Time to resolution
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Incident opening

Service visibility, depending on Reporter
Suggested articles

SERVICE SELECTION
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Incidents / Service Requests

MAIN WORKFLOW

Forced to go In Progress
In Progress >> Pending
Escalated (after SLA breach)
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New Work Item

WORK ITEM OPENED

Security Level
Assignment to the Triage Team
Must go to In Progress
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Work Item In Progress

MAIN TRANSITIONS

Change the primary service
Involve another team to complete
Not involved in this work item
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Assignment to a Supplier

MAIN TRANSITIONS

Only the assignment group can modify
Supplier added to Groups Involved
Link a new SLA Work Item
Work Item can only go In Progress
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Supplier go In Progress

MAIN TRANSITIONS

SLA Work Item go In Progress
Pause «Time to first response»
Start «Time to resolution»
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Many Suppliers involved

MAIN TRANSITIONS

Every SLA Work Item paused except for one
Suppliers can see only their SLA Work Item
IT members can see every SLA Work Item
Suppliers added to Groups Involved
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Work Item Resolved

MAIN TRANSITIONS

Every SLA Work Item paused
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Work Item Closed

MAIN TRANSITIONS

Every SLA Work Item closed
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SLA and own Work Items
IT DASHBOARD

IT members can see every SLA Work Item
Dashboard shows IT Work Items
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Possible evolutions
NEXT STEPS

Rovo Virtual Agent
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Possible evolutions
NEXT STEPS

Assets lifecycle
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