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Agenda 

Welcome & Introductions 
Demonstration of JIRA usage in UCSC – Brian 
Duisenberg 
Q & A 
Next Meeting  
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University Relations (UR)
JIRA & JIRA Service Desk
UC JUG Meeting -- April 6, 2018





UC Santa Cruz JIRA Environment - Use Cases 

JIRA - URIS Internal

Software development 
projects, requirements 
tracking, and UR 
Information Systems 
(URIS) small project work 
(e.g. reports requiring 
changes to database or 
modifications to existing 
functionality or corporate 
reports)

Service Desk

End User Support & 
Advancement Services 
Requests

● Tech support
● Ad hoc reports
● Constituent record 

bio-data updates
● Gift processing 

questions

JIRA - Departments 

Some departments 
outside of Advancement 
Services use JIRA to 
support tracking email 
inquiries.

● Donor Stewardship
● Prospect Research 

Requests (coming 
soon).



Demonstration 
Service Desk

Implementation 
Why we moved to Service Desk: 
We moved from JIRA to Service 
Desk because end-users had to 

have full JIRA user accounts and 
the pricing was becoming too 

expensive (~500+ users). 
Service Desk users are 

customer accounts and do not 
require a license.



Demonstration 
JIRA Use Cases

● Service Desk (ticket view)

● URIS Internal Tech Tickets

● Stewardship/Donor 
Relations



Service Desk/JIRA Features To be Implemented

SLA

Service Level 
Management

* Refine workflows to 
support different SLAs 
based on request type.

* Implement SLA 
escalation notifications.

Confluence

Knowledge Base

* Move support 
documentation to 
Confluence from current 
support google site.

* Publish common ticket 
requests and resolutions.

Bitbucket

Version Control

Bitbucket is a free 
service for non-profits 
(up to 5 users).  Will use 
this to store report 
coding and data 
interface coding.



Q&A


