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• Gain visibility

• Improve decision-making

• Enhance customer satisfaction

• Monitor performance and compliance

• Optimize resource allocation

• Facilitate trend analysis

Objectives

• Reporting in Jira Service Management involves collecting,
analyzing, and visualizing service desk data.

• Helps teams monitor performance, measure service quality,
and support continuous improvement.

• Provides insights for teams, managers, and stakeholders into key
areas such as:

o Incident resolution speed

Reporting

o SLA compliance rates

o Customer satisfaction levels

• Enables better decision-making and drives optimization of
service operations.

Reporting
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Improved Visibility and Transparency
• Reporting gives teams and management a clear view of

service desk performance.

Better SLA Management
• JSM reports track SLA (Service Level Agreement) metrics —

such as “Time to First Response” and “Time to Resolution.”

• Teams can quickly identify where SLAs are being breached and
take corrective action.

Benefits of Reporting in Jira

Data-Driven Decision Making

• Reports provide quantitative insights into service
performance.

• Managers can make informed decisions based on data not
assumptions.

Benefits of Reporting in Jira

Continuous Service Improvement (CSI)

• Reporting highlights trends and recurring issues, helping
teams identify areas for improvement.

• It supports ITIL’s continuous improvement cycle, ensuring
services evolve based on performance data.

Benefits of Reporting in Jira
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Enhanced Team Performance and Accountability

• Performance reports show how teams or agents are performing
against goals.

• Encourages accountability and helps in recognizing top
performers.

Benefits of Reporting in Jira

Improved Customer Satisfaction

• Reports like Customer Satisfaction (CSAT) scores reveal how
customers feel about the service.

• Teams can analyze feedback trends to improve response quality
and communication.

Benefits of Reporting in Jira

Resource Planning and Optimization

• Reporting helps identify where resources are over- or under-
utilized.

• Enables better staffing decisions and scheduling.

Benefits of Reporting in Jira
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Integration with Problem and Change Management

• Reports connect data from Incidents, Problems, and
Changes, providing a full picture of service health.

• Helps track how problems are resolved and whether changes
reduce incidents.

Benefits of Reporting in Jira

Customizable Dashboards for Stakeholders

• Jira Service Management allows you to build custom
dashboards for different audiences

• Agents: Daily workload and open tickets.

• Managers: SLA compliance and performance metrics.

• Executives: Overall service trends and customer satisfaction.

Benefits of Reporting in Jira

Proactive Problem Identification

• Trend and performance reports help identify potential issues
before they escalate.

• Teams can take preventive action instead of reacting to crises.

Benefits of Reporting in Jira
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Built-in Reports (Predefined Reports)

• These are ready-made reports that come with Jira Service
Management and are aligned with ITIL best practices.

Custom Reports

• Custom reports let build reports tailored to your team’s
needs using filters, time frames, and issue fields.

Types of Reports

SLA Reports

• SLA (Service Level Agreement) reports focus specifically on
service targets like response and resolution times.

Customer Satisfaction (CSAT) Reports

• CSAT reports track customer feedback and ratings after
tickets are resolved.

Types of Reports

Workload & Performance Reports

• These reports monitor how work is distributed and how agents
perform.

Dashboard Reports (Using Gadgets)

• Jira dashboards let combine multiple reports and data
visualizations in one place.

Types of Reports
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JQL (Jira Query Language) Reports

• For advanced reporting, we can use JQL queries to create
custom filters and reports.

External / Advanced Reports

• For deeper analysis or enterprise-level reporting.

Types of Reports

• Data Collection

• Data Organization & Processing

• Data Analysis

• Data Presentation (Reporting Output)

• Decision-Making and Continuous Improvement

Stages of Reporting

• SLA Compliance Rate

• Average Resolution Time (MTTR)

• Average Response Time

• First Contact Resolution Rate

• Reopened Tickets

Key Metrics and KPIs in JSM Reporting
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• CSAT Score

• Incident Volume Trends

Key Metrics and KPIs in JSM Reporting

• Define clear goals

• Use consistent filters and time frames.

• Automate report generation where possible.

• Review reports regularly (e.g., weekly or monthly).

• Use visuals (charts, graphs) for easier interpretation.

Best Practices for Effective Reporting

• Combine Jira Service Management with Confluence to share
insights organization-wide.

Best Practices for Effective Reporting
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• Built-in JSM Reports – Quick access to core metrics.

• JQL (Jira Query Language) – Custom queries for advanced
reports.

• Dashboards & Gadgets – Real-time visuals.

• Confluence – Share reports and trends with teams.

Tools Used for Reporting

Custom Reports:

• Use JQL filters to create targeted reports (e.g., “High-Priority
Incidents in Last Month”).

• Choose your visualization style (bar, line, pie chart, etc.).

Custom and SLA Reports

SLA Reports:

• Track Time to First Response, Time to Resolution, and SLA
Breach Rate.

• Identify areas needing performance improvements.

Benefit:

• Helps maintain consistent and reliable service levels.

Custom and SLA Reports
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• Collect feedback automatically when requests are resolved.

• Display average ratings and customer comments.

• Measure service quality from the customer’s perspective.

• Identify areas for training or process improvement.

Customer Satisfaction (CSAT) Reports

Summary

Thanks!!!
For questions, feedback, and more information, please contact

info@netsoftacademy.com
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