Jira Service Management
User Job Aid

Introduction

Jira Service Management (JSM) provides a comprehensive platform for managing requests,
incidents, problems, and changes. This job aid is desighed to assist Jira Users at NCSA in
effectively using JSM to create tickets and follow them.

l. Creating a Ticket via the Portal
1. Access the Portal:
e Navigate to the Jira Service Management Customer portal, and log in using
your NCSA credentials.
e Choose the appropriate portal from the list provided on the portal homepage.
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e Enter your query or concern into the search bar.
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2. Knowledge Base Check: Before creating a ticket, JSM searches the internal wiki for

information related to the query to prevent duplicate issues.
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NCSA Support

Welcome to NCSA Support. Let us help you with your questions or concerns related to NCSA systems and
services.

What do you need help with?

Cluster Login [x]

Search help

Suggested articles

Cannot login to Campus Cluster

Describe when someone would need this information. For example "when connecting to wi-fi for the first
time". Step-by-step guide Add the steps involved: Ensure that you are using the correct login name and
password. See https://docs.ncsa.illinois.edu/systemsficc/enflatest/getting_started.html#access

How to reset your NCSA legin password

If you have forgotten your NCSA login password you can reset it using the NCSA Identity portal. Step-by-
step guide Go to the NCSA Identity website and request a password reset Go to the reset page: Reset
https:/fidentity.nesa.illinois.edufreset. Enter your NCSA login (user) name into the Username field and click

3. Choose a Request Type:

¢ Iftheissueis not resolved by the knowledge base, the user should proceed to
specify their request. Navigate to the relevant category of the request on the
left. Once a category is selected, the specific request types will be displayed
on the right side.

¢ Using the search bar may also direct you to the most applicable request type
automatically. The most accurate request types will be displayed as you type
in your query

¢ Selecttherequesttype that best describes yourissue or service needed. Each
request type has a form specifically tailored to gather all necessary
information.
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NCSA Support

NCSA Interaction Center

NCSA Support

Welcome to NCSA Support. Let us help you with your questions or concerns related to NCSA systems and
services.

What do you need help with?

Search Q

Search help

Common Requests General request for information
Ask a general question
Computing Systems

Get help with system access

+
Research Software Deve... 8 Having trouble logging in? Let us help

Staff IT Support
n Contact NCSA staff or offices
Facilities Operations ./ Need help finding the right person? Let us connect yo!

About NCSA

E.g. Request types listed under the ‘Common Requests’ category

4. Fill Out the Form:
¢ Provide all requested details in the form fields. Be as specific as possible to
ensure your issue is understood clearly.
e Attach any relevant files or screenshots that could help in diagnosing or
resolving the issue.

NCSA Interaction Center 0

NCSA Interaction Center | NCSA Support

General request for information

mary
Nat Able to View Wiki Spaces - TEST for User Job Aids.

Dese

Ev 2@+

| am working from hame for the first time today and was unable to
view the Wiki Spaces that | can usually view from the Office. | am
using my work laptop and home wifi. The page keeps loading but
nothing happens.

Please assist me with this. .
PS - This s just a test for an example o®

Attachment foptional)

@ Drag and drop files, paste screenshots, or

browse

e

5. Review and Submit:
¢ Review the information you have provided to ensure accuracy.
¢ Click'Create' to create your ticket.
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Il. Creating a Ticket via Email

1. Send an Email:

e Address the email to help@ncsa.illinois.edu.

¢ Include as many helpful details as possible, such as the associated system,
team, and a chronological clarification of the problem with all relevant
information.
Bad Example: “Computer crashing when opening zoom.”
Good Example: “My MacBook Pro 2015 with Intel i5 crashes when | open
Zoom. My Zoom versionis 1.19.02..”

¢ This can help the TMG direct the ticket to the correct Tier 2 Team and, if they
have encountered the problem before, immediately assist you, avoiding
unnecessary back and forth.

I1l. How to Follow a Ticket

1. Ticket Confirmation:
e Onclicking create you will see a confirmation page. The number of requests
willincrease by 1.

NCSA Interaction Center ‘

NCSA Interaction Center /| NCSA Support /| SUP-4234
Not Able to View Wiki Spaces - TEST for User Job Aids

. Comment on this request... & WAITING] RON S BEONT,
2af © Don't notify me

Shared with

Details Just now ». Indraneel Acharya

Description Creator

| am working from home for the first time today and was unable to view the Wiki
Spaces that | can usually view from the Office. | am using my work laptop and
home wifi. The page keeps loading but nothing happens.

Please assist me with this
PS - This is just a test for an example

¢« You will also receive a confirmation email with your ticket number and a link
to view the ticket in JSM.

2. Checking Status:
e Logintothe JSM portal at any time to check the status of your ticket. You can
find your ticket under the 'My Requests' section.
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mailto:help@ncsa.illinois.edu

_1.1-; requests

Welcome to the NCSA Help Center

What do you need help with?

Search help

All portals

Popular v

NCSA Change Control NCSA Support

Welcome! You can raise a NCSA Change Welcome ta NCSA Suppert. Let us help

Control request from the options. 'you with your questions or concerns

provided related to NCSA systems and services.

e Usethefilters to see-
1. Open or Closed Requests

2. Created by You or Tickets you are a participant of.
3. Request Type.

NCSA Interaction Center .

NCSA Interaction Center

Requests
Open requests A Created by me v Any request type v lSean:h for requests Q
Type Reference  Summar) ¥ Status Service Requester
project
SuUp- Not Able to View Wiki Spaces - TEST for User WATTING FOR SUBORT NCSA Indraneel
4234 Job Aids Support Acharya

1-10f1 -

Powered by 4 Jira Service Management

e This screen will tell you the status of your ticket and clicking on it will inform
you of any new comments from the relevant support team.

3. Receiving Updates:

o Stayinformed through automatic updates sent to your email whenever there
is a change in the ticket status or additional information is required.

4. Adding Comments:

e You canadd comments or provide additional information through the portal

by navigating to your ticket (click on the hyperlinked Summary) and posting in
the comments section.
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NCSA Interaction Center ‘

NCSA Interaction Center /| NCSA Support [ SUP-4234
Not Able to View Wiki Spaces - TEST for User Job Aids

&
: Aav - EE
"af B I s@O» © Don't notify me
Nevermind, | just had to use the VPN Shared with
Thank You .. Indraneel Acharya

Creater

m Cancel & Drag and drop files, paste screenshats, or
browse

Details & minutes ago

Description
| am working frem home for the first time today and was unable to view the Wiki
Spaces that | can usually view from the Office. | am using my work laptop and
home wifi. The page keeps loading but nothing happens.

Please assist me with this
PS - This is just a test for an example

5. Closing the Ticket:
¢ Onceyourissue is resolved, you will receive notification of the resolution.
Review the solution provided, and if satisfactory, confirm the resolution
through the portal, which will close the ticket.
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