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THE ATLASSIAN APPROACH TO ITSM
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THE IMPORTANT CONNECTION TO ASSETS
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EXTENDING THE ATLASSIAN APPROACH TO ITSM
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Asset Management Knowledge Management
Availability Management Problem Management
Capacity Management Release & Deployment Management
Change Management Request Fulfilment
Event Management Service Asset & Configuration Management
Financial Management Service Catalog Management
Incident Management Service Level Management
IT Service Continuity Management Service Portfolio Management

Insight+

7 ITIL PROCESSES



Investigate & Diagnosis 

CONSIDERING INCIDENT MTTR

website

Mean Time to Diagnose (MTTD)
70% of time

Mean Time to Resolution (MTTR)

Identify & Communicate ClosureResolve & Recover

website



THE INSIGHT PLATFORM

Insight
Insight completes the 

Atlassian ITSM 
approach with Asset 

Management



Extending Incident Management

Insight+

DEMO



CMDB in Jira
Single source of truth

Automation
Powerful automation 

at scale

Dependencies
Visualisation with 

graphs, reports and 
gadgets

Open API’s
REST and JAVA 

API’s with unlimited 
possibilities

Asset Management with Insight



A single source of truth  
for all assets

Define asset types in Insight to represent all things 
important for you to control and manage

And yes, Insight is not only IT assets. Why not add 
all the business services as well - connected with 
underlying assets

Insight
Assets



The most powerful custom field

Decide how the custom field should be displayed 
in JIRA and JIRA Service Desk

Insight

The field configuration determine the behaviour of 
the Insight custom field. Use IQL to hit the sweet 
spot

Assets



Insight Custom fields in Action

The Insight Custom Field in Customer portal

Customer find and selects the problematic asset  

Insight
Assets



Unbeaten agent efficiency

Immediate information about the affected asset

Rich view of asset attributes and dependencies to 
other assets. Even more details in the CMDB is 
only a click away

Insight
Assets



Understand dependencies and perform impact analysis 

Insight
Assets



Let the customer share the details with unlimited cascading

The parent selection present the customer with 
referenced assets

The first referenced asset selection will present the 
customer with next level references

Insight

This is how Insight is used to provide unlimited 
cascading fileds by following references in the 
CMDB

Assets
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Import configurations 

Insight



Insight Automation - real heavy lifting

Insight



Display Insight data in Confluence

Display an asset with a single line

Use the table view if you want to display many 
assets. It’s up to you to decide the attributes to 
show

Insight



?
• Short term resource demanding processes 

DATA CENTER - THE SOLUTIONS

• Specify a specific node that handles the work

• Atlassian cache replication model 
• Changed from Delete & Create -> Update

• Data center node start-up 
• Copy the Insight Assets Index file to new node

• Data center node shut-down 
• Ensure complete write of Insight Assets Index file to disk  



DATA CENTER - SYSTEM CONFIGURATION



INDEXING OF ASSETS



Better, Faster, Stronger - Together

Insight
+
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