SERVICE DESk FuLL GVIDE



Bce nmocku HaxonsaTcs Bo BKiaake «Projects»
Hac nntepecyer nocka IT-Support (SUP)

¥ Jira Jira School 21 Dashboards + Projects v lssues v Bog'ds v Calendar  Create

CURRENT PROJECT

System Dashboard

@ T-Support (SUP)

Introduction REGENT PROJFCTS

€7 ops (ops) T Key Summary ()
TNecthuua moTuBaumum a shist (Pw) PIO3HBI@ OTFOBOPKM SUP-65  [1aTh 0CTYN MUPaM B KaMNYG Ha § CEHTAGPA Mo CKYAY ~
5

@ Applicant (APLNT) 1. He Gtino epemetn =

2. 51 660 CrLIKOM yCTaB WM. SUP-451  [1pu nepexoae Ha CTPaHMULY "TIPOeKThI CTYAGHTOR" BCN/IBIBAET OLUNGKA ~

2 & Pedago (PED) 3. MoTepsn HANexXAy, § HE 3P, 4TO CMOTY CaeNaTh.
o o bl SUP-57  owmbka rutnaba 422
@ Development (DEV) |[4- HY KoHeNHO. OH-TO caienan. ¥ Hero KomnbioTep Moy
f5. 5 He 34an, 4TO MOXHO NoryrANTe. N
@ Software 6. 5 ye 5 pa3 nbinancs. Y MeHs HUKOr/A He NONYSUTCs CAenath, SUP-58 et oToGpaxenws Ha kapTe knacTepos
17. 370 58O He A MexA,
e @ SUP-63  He oroGpaxaerca coGeive (nposepka npoexra) & dashboard
© Service . 5 HATMCANO3ROHIN, HO MHe He oTaeTAY = i posspealivoeRs)
© Business (9. MHe He XBaTHNO MOTMBALMM. SUP-141  Login hook
¥ Mena Geina genpeccus
View All Projects 1. 51 33KuHyN Merge-request, HO HUKTO He NPOBEPMJ SUP-166  3anucb K BONOHTEDY Ha OHO 4 TO Xe BPEMA CPA3y ABYX rpynn
¥ Mens Ha sce paGorano.

13. Pewsn cpenars 3asipa. SUP-172  BOIMOXHOCTs MOATBEPAACHNS HAXATMS KHONKK "ZBTOMATAYECKOR 3aNMCH Ha P2p-NpoREpKy”

14. 51 XoTen, Ho MeHA oTENEKAY

15. MbI Tak BCErAa AGNand, y Hac TaK NpUHATO. SUP-244  Oumbka c asToTectamu. (Created by: eboris)

SUP- HeaKTyiBHEIe KHONKM reviews Ha rpynnoBeix npoexTax (Created by: d.razumova)
1-10 0113 12y
Your Company Jira BED

ﬁ Maraoi Cokonos startad progress on OPS-1040 - 3akAMyTs npe3eATaLmo o Code Review 0cose 4a pabouw cTon
3

Marson on OPS:381 - [Nek] -

Marsoi Coxonos updaled 3 fisids of OPS-1040 - SakkyTh npesenTadio no Code Review 0cHo3s wa patosmi cron
+ Updated the Sprint
+ Updated the Story Points
+ Changed the Labels to Novosibirsk imacs'

Mataoi Coxonos changed the Assignee to Marser Coxcros’ on OPS-1040 - 3arukyTe npeaenTadio no Code Review 0cHoB Ha paScuinf cron

Commen

{6mindesago  Comment

e Tadyruk closed 842385 - 30

10 yECTHIRY grSyrup

Show more,



Ilonamaem Ha IMIaBHYIO CTPaHUILy Halllel TOCKU

Dashboards v Projec Boards v Calendar  Create

IT-Support x O Hosocubupek
© QuEues
) O Developers 7 P Timetofirstresponse  Timetoresoltion  Taskinworkinotherdep  Department  Key Status Summary Created Updated 4 Reporter Due
Queues
= L. New tasks 1 g 14min v/ 6d23h v 6d21h v Developers SUP-492 RESOLVED. TepeHeCTH y4acTHUKa Ha 9Tan BuI60pa OHNaiiH-BCTRE M 21702021 21102021  Tonuna Barbkoga  21.10.2021
f@» Customers.
O Pedago o ~ 13min v 1w 3d v Support SuP-481 RESOLVED WncTpykuus & Confluence no HacTpoiike ysenomnenuit va Tenedore or Slack 20102021 21.10.2021  AwrtoH Usakos
lssd Reports
L. New tasks T ° = 165min v 5d34h 6d16h Developers SUP-471 CLOSED Mepecran paboTaTh OTKaT Ha FANUCH Ha BCTPENY B aNAMKaHTE 19102021 21102021 Wnowa
[ Raise arequest OMocxea L St
quest ! ~ 1emin v/ 2h54m v 6d23h v Support SUP-461 cLosen JaBecTy kypeyc HOBOCHEMPCKA BO BKNAAKE ACANaIiNbI MO OBlLare 19102021 21102021  Monuia Banbkosa  20.10.2021
. New tasks ! o
O Knowledge base = 1min v 5d4h v 24h 18m © L2 SUP-486 2 OuwbKa npu nepexoe 8 3aaanve Al 20102021 20102021  Teoprait Marves
L. Support 1’
0 Customer channels = 15min v/ 6d23h sd28n 1l Developers SUP-469 WAITING FORCUSTO...  CanaaTs akkayHT 8 Timepad 1 Sendpulse 19102021 20102021  Exatepuna 20.10.2021
X L.oPs 15 Tanyk
® Welcome guide
LL2 o - 12min v §d23h 60 20h v/ Developers SUP-463 cLosen 3aBECTY CTPANWLY CTINCKE YNACTHAKOR 12 OCHOBHGH BonHEl 8 Hox 19102021 20102021  Wnowa

Makcumona
L. Applicant j Dev 2

= 14min v/ 5d4h v 6d18h Ops SUP-462 cLosep HacTpoiiku VPN i cotoyamuka 19102021 20102021  Awron Napuoros
Lt . = 14min v/ 5d4h v i L2 SUP-467 2 lOCTYIHO PETVICTOMEOBATBCS HA FPYTINY NDOEKTOR, ECMM NEPUOR PerucToauy  19.10.2021  19.10.2021  Awton flapuo=os
L. @ Recently reso... 11 & Bynyuen
O Kazats e = 1emin v 5d ah v/ 38min © L2 SUP-466 2 OwnBKa NpK Nepexoae 8 NPOEXT 6e3 perucTpaLk 19402021 19102021  Feopraii Marves
T Rewtasiad 0 3 1&min v 5dah v 24min L2 SUP-465 L2 HexoppeTHoe 0T06p npoexra C1 19102021 1910.2021  Feopraii Marves
i Support a3 ~ 12min v/ 2413h v 60 20n v L2 SUP-459 cLosen Orcyrerayer Kon pesbio 19102021 19102021  flapus Pasymosa
{668 7 14min v/ 6d23h v 3d27h v Developers SUP-425 cLosen TD0BCPHTL KOPPEKTHOCTL SAMNCH YIaCTHAKOB Ha 12 BonHy 12102021 19102021  Monuiia Banbkopa  14.10.2021
s 8 ~ 10min 5d43h v/ 6d17h v Developers SUP-431 cLosep MNepesecri y Ha sbiBop noToKa i creiir) 14102021 19102021  Mlapes Yawwuna 14102021
L Appicant/Dey @ B 1emin v 6d23h v/ 6d21h v Developers SUP-436 cLosen Ho pa6oTaIor ASANaisl KA GO 113 BOMHM Ha HOBOR 1aTGOpN (NP0ceBa 14102021 19102021 Rapes tawiwa 14102021
OTK/IOHMTb KOHCTPYKTOR )
Lintra 1 -~ 14min 4d13h v 28h2m © L2 SUP-451 2 Tlpu nepexcae Ha CTpanuuy “IpOeKTs! CTYAEHTOR" BCNAbiBaeT ownbKka 18102021 19102021  flapes Pasymosa
L. @Recently reso... 8 ~ 14min v/ §d 4h -3d23h ©® L2 SUP-440 L2 HexoppextHan patora Wagynepa 15102021  19.10.2021  Awrow Jlapuo-os
O Hosocubupck 157 = -17min X 4d13h v 6d22h v Ops SUP-450 CLOSED He paGoraet Jira/C - pa6ota 18.10.2021 18.10.2021 brobot brobot
Fv— 2 {Created by: a.ivanov}
14min v/ 5d4h v -Tw6c X L2 SUP-202 cLoseD Hefen y CTyeHTa HauUHaETCA C 30CKDECeHbA 24092021 18102021  Mlapss Pasymosa
s ' = min v/ 5d4h v -1d16h X L2 SUP-359 cLoSED B oTuere b cTONGUAX "3K3aMeN" B CKOBOUKEX HE YKa3ZH NPOXONHON 6ann 06102021 18102021  [lapss Pasymosa
RS - = 1min v/ 24 13h v -2wsd X 12 SUP-136 cLoseD Peskoe yaenmuenue Konuuectsa XP nocne sk3amera 18082021 18102021  [lapes Pasymosa
k& - 14min v/ 5dah v -Tw6d X L2 SuP-207 cLosED He MeHseTcA CTATyC NPOEKTa N0 AeAnaiHaM 24002021 18102021  [lapes Pasymosa
i ° = 14min v 5d2h v -2w6d X L2 SuP-134 cLosep latb goctyn Xope v flawe « ayanTy 17002021 1810.2021  Awron Napuosos
L.padago 2 = 14min v/ 5d 4h v -lw6d X L2 SuUP-198 CLOSED Mpobnema ¢ nywem koHTerTa 8 runat 24092021 18.10.2021 Napes Pasymosa
L. @ Recerty re55. €3 = 14min v/ 4d13h “w X L2 SuP-284 CLOSED Hexoppe«THan oTpa6oTka KOHGTPYKTOpa "Course 1 "Campus” 01102021 18102021  Auton Nlapuorion
O Assigned tome e = 13min 5d 4h v “w3d X L2 SUP-267 cLosen HeaepHoe oTobpaxeHye yposHs Ha caiTe edu (Created by: eboris) 30092021 18102021  brobot brobot
L A Waltingion cls @8 1émin v 5d 4h 2w X L2 SUP-218 cLosen HEB03MOXHO USMEHY TS HACTDOIIKA relry B NpoeKTax 26092021 18102021  Teopraii Marves
= 1emin 5dah 2w 2d X L2 SUP-203 cLosen Pasnoe npoexTa npu Ganne 24092021 18102021  flapes Paaywosa
12min 5d8h “w6d X L2 SUP-208 cLose HeKOpPeXTHAR KHOOPMALMUA B yBENOMAEHN/ DA NeDeNyBNMKALIY KONTEHTa  24.092021  1810.2021  [lapen Pasymosa
= 14min 1dsh © Pedago SUP-452 PEDAGO Mcnpagenenue instructions 8 pene npoekta C2 1810.2021 18.10.2021 Ine6 TagoTiH
1min v/ 2d13h v Support SUP-410 cLosen Jira, PUR Boarc, cornacosakie 3anaun 1102021 14102021  Haranua Kamazsa
13min v 9n6m Support SUP-179 cLosen 3anucaTb ckpuHKkacT o padote ¢ VirtualBox ujunu Docker ¢ goinfre weHewre  23.09.2021  1410.2021  Awton Msaros

1-5001157 a.z 3 4 >



QUEUES, Ipu usmenenuu cmamyca na
DEVELOPMENT, 3a0auu ecex

O Developers 25
Kamnycoe yremarom crooa
L, Newtasks ! ... 4 3
Tlpu usmenenuu cmamyca na Pedago, O Pedago 5 \-\
3a0auu ecex Kamnycoe yiemarom crooa ~\
L, New tasks ! ... 1 3
s " a @ Ha3Banue kammyca + 371ech HaXOJATCSI BCE 3aJ]a4K Balllero KaMmIyca
locKkBa 6.
, \
L Newtasks! (@ \ @ B o1y ouepenp nmomagaroT TOIBKO YTO CO3/IaHHBIE 3a7a4H, HX HYKHO cpa3y B3STh B padoTy!
L, Support 6 !
PP , Ouepe/ib KOMAHJIBI SUPport:
Lages L 3nech Haxonsres 3agaun B craryce SUPPORT (T0, 4TO MOXKHO PEIIUTH CAMOCTOSITEIBHO)
L2 0

3anauu, HanpaeieHHbIe B OPS: nponan HHTepHeT, He BKIIoyaeTcst iMac u T.1.

L, Applicant/D... 5
(ecnu peHMTh 3a1a4y CaMOCTOATENILHO HE IMOMYYHIIOCH)

L, Intra 2

1
1
1
1
1
1
1
L @ Recently ... (18 ! @ 3amaun, nepeenéunpic Ha L2 CBT: 6aru u npo6iemsr Ha iardopme edu.21-school.ru
1
1
1
I
1
1

O KasaHb 7
L. Newtasks! .. 1 @ 3aja4u 110 anIMKary / HHbIe BOIPOCHI, EPEeBEIeHHbIC Ha Pa3pab0TIUKOB
L, Support 1
L Bomnpockl 1 po6eMbl CBsI3aHHBIE € 33IaHUSIMU HIIH METOJIOJIOTHEH 00yUeHHS.
OPS 9
: Una Mockewt u Kazanu:
bL2 L i @ ouepens Ui 3a1a4 1o miatgopme Intra;
®=® L. Appiicant/ Dev ! na Hosocubupcka:
1
@=-® Lintra 1 : ouepens uis 3aaa4 o Coep-miardpopme

L, @ Recently r... 10

i -

(D583 Otocnncx @l ; Honcenaﬁ.uﬂ o opadorke Coep-miaTrdopmsl ((l)yHK%I/IOHaH a/IMUHKH
edu-admin.21-school.ru / u3meHenus ro3ep untepderica u T/)

@‘ *® L, New tasks ! 0

@' *® |, Support 0 |
y @ Pemiennbie 3a nocnennioro Heaeno 3aaaun (Resolved / Closed)
(@-=-e Lors 1 g
1
-9 H .
® L2 &z 4 3amauw, TIe BB YKa3aHBI KaK HCHOIHHUTEND (Assignee)
@— -® L, Development 5 d
@— -® L, Pedago 2
®=-e Lpw a

@— -® L, @Recentlyr.. 9
O— -0 O Assignedtome 7

L, ! Waitingon ... 0



Bpewms, kotopoe 3amaua
HaXOIUJIaCh/HaXOAUTCS B paboTe
B JIPYTOM OT/EINe

Bpewms, 3a koTopoe 3aa4a Oblita B3sita B
paboTy He JOIKHO MpeBbIaTh 15 MUHYT!

Bpewms, xoTopoe 3agaga

HAXOAMIACh/HAXOAUTCSI Y Hac B OT[[GJI, KOTOpBIfI C .
pa60Te 3aHUMaeTCs 3a/1aueit TATyC sajatn HCZUIaPIH At 3anaqn
IIpuopurer
Kro coznan 3aa1y
3a1a4un KpaTKoe OIIMCAHHKE 3aJa49u
O Hosocubupek
[3 Time to first response Time to resolution Task in work in other dep Department Key Status Summary & Created Updated 4 Reporter Due
= 14min v 6d 23h v 6d 21h v Developers SUP-492 RESOLVED MNepeHecTy y4acTHuKa Ha aTan BbIEopa OHNalH-BCTPeYn 21.10.2021 21.10.2021 MonwHa Banskosa  21.10.2021
~ 13min v 1w 3d v Support SUP-481 RESOLVED n 8C no HacTpoiike i Ha ot Slack 20102021  2110.2021  AnTon Msatos
= 15min 5d 34h v 6d16h v Developers SuP-471 CLOSED Mepecran paboTarb OTKAT Ha 3anuchb Ha BCTPEYY B annukaHTe 19.10.2021 21.10.2021 Wnona
Makcumosa
e 14min v 4h 54m 6d 23h Support SUP-461 CLOSED 3asecTy kypeyc b BO BKnajke Kbl No oBuiare 19.10.2021 2110.2021 MonuHa BaHbkosa  20.10.2021
= 14min 5d 4h 24h18m © L2 SUP-486 L2 Ownbka npu nepexone 8 safaHne Al 20.10.2021 20.10.2021 leopruii Marves
16min v 6d 23h 5d 28h Il Developers SUP-469 WAITING FOR CUSTO... Cessatb akkayHT 8 Timepad u Sendpulse 19.10.2021 20.10.2021 ExaTepuHa 20.10.2021
TaHuyk
= 14min 6d 23h v 6d 20h v Developers SUP-463 CLOSED 3aBeCT CTPaHULLY CTIUCKA YHACTHUKOB 12 OCHOBHOM BONHbI B Hek 19.10.2021 20.10.2021 Wnona
Makcumosa
= 14min 5d 4h v 6d18h v Ops SUP-462 CLOSED Hactpoiiku VPN ans cotpypHika 19.10.2021 20.10.2021 AHTOH JlaproHoB
= 14min v 5d 4h 1h © L2 SUP-467 L2 [OCTYNHO PerncTpUpPOBaTLCS Ha YNy NPOEKTOB, eC/k Neproj perncrpaum  19.10.2021 19.10.2021 AHTOH JlapyoHoB
B Bynyuem
= 14min v 6d 4h v 38min © L2 SUP-466 L2 Ownbka npu nepexoae a8 NpoekT 6e3 perucTpauuu 19.10.2021 19.10.2021 leopruii Narves
14min v 6d 4h v 24min (¢ L2 SUP-465 L2 T a npoekta C1 19.10.2021 19.10.2021 Feopruii Narves
. 14min v 4d13h v 6d 20h v L2 SUP-459 CLOSED OtcyTteTayeT Koa pesbio 19.10.2021 19.10.2021 [apbs Pasymosa
— 14min v 6d 23h 3d27h v Developers SUP-425 CLOSED TPOBEPHTL KOPPEKTHOCTS 3aMMCH YHACTHUKOB Ha 12 BONIHY 12102021 19102021  MonuHa Bauskosa  14.10.2021
~ 10min v 5d 43h v 6d17h v Developers SUP-431 CLOSED MepeBecTu 0TOGPaHHbIX YHACTHMKOB Ha BbIGOP NOTOKa (CNeAylowWwMiA CTeHT) 14.10.2021 19.10.2021 Napbs YawkuHa 14.10.2021
= 14min v/ 6d 23h v/ 6d 21h v Developers SUP-436 CLOSED He pa6oTaioT aeanaiiHbl Ans BOMHbI NS BONHLI Ha HOBOW NnatdopMe (npocbba 14.10.2021 19.10.2021 Napba YawkuHa 14.10.2021
OTKAIOUMTH KOHCTPYKTOP)
~ 14min 4d13h v -28h2m © L2 SuUP-451 L2 Mpw nepexope Ha cTpaHuuy "MPoeKTbl CTYREeHTOB" BCMbiBaeT owvbka 18.10.2021 19.10.2021 [apbs Pasymosa
~ 14min 5d 4h v -3d23h © L2 SUP-440 L2 HexkoppekThas pabora Wagynepa 15.10.2021 19.10.2021 AHTOH [lapyoHos
= -17min X 4d13h 6d 22h v Ops SUP-450 CLOSED He pabotaer Jira/C pplicant - 336, patora cor 18.10.2021 18.10.2021 brobot brobot
(Created by: a.ivanov)
= 14min 6d 4h -wed X L2 SUP-202 CLOSED Hepiens y cTyneHTa HaunHaeTcs ¢ BOCKPeCeHbs 24.09.2021  18.10.2021 Napvs Pasymosa
= 14min v 5d 4h -1d 16h X L2 SUP-359 CLOSED B otuere 8 cTonBuax "sksameH" g ckoboukax He ykasaH NpoXoaHoM 6ann 06.10.2021 18.10.2021 DNapus Pasymosa
= 14min 4d13h -2wbd X L2 SUP-136 CLOSED Peskoe yBenuueHue konuuectsa XP nocne sksameHa 18.09.2021 18.10.2021 [apbs Pasymosa
— 14min v 5d 4h “wed X L2 SUP-207 CLOSED He MmeHsieTcs cTaTyc npoekTa no aennaiHam 24.09.2021  18.10.2021 Dapbs Pasymosa
14min 5d 2h v -2w 6d X L2 SUP-134 CLOSED Aatb goctyn Xope 1 fJawe k ayanty 17.09.2021 18.10.2021 AHTOH [lapyoHos
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2(AIVIES OF (RHE

OPEN 3ajja4a TOJILKO CO3/1aHa
SUPPORT 3amaga momnana B odepenp «New tasksy; cTaTyc MmosBUTCS MOCIE B3SATHS €€ B padoTy
PW [pexnoxenns no nopadotke pynkuuoHana Coep-miarhopMsl (aIMUHKH, H3MEHEHUS 103ep nHTepdeiica u 1)
OPS Bormpocsr k OPS: mpomnain uHTEpHET, He BKiIIodaercst iMac u T.x.
— (eciy peuImTh 3a/a4y CaMOCTOATENILHO HE MOIy4aeTcs)
DEVELOPMENT Bomnpocksl, cesi3annbie ¢ Applicant (BHyTpeHHss KOMaH ia pa3paboTKH)
15 3amaun, cBI3aHHBIC ¢ pabOTOH MmIaTdopMBL: OmMbOKa P Mepexose Ha CTPAHUILY, HEKOPPEKTHOE
== 0TOOpaXKeHHe OLIEHKH IIPOEKTa, U T.1.
PEDAGO Bomnpocksl, cs3anHbIe ¢ 00pa3oBaTenbHbIM mporieccom Ha CBEP mnardopme:
= I10 33J]aHUSM, 110 KOHCTPYKTOpaM 3alaHui U T.1.
INTRA

WAITING FOR CUSTOMER

BLOCK

CHECK

RESOLVED

Bompocsl, cBsi3aHHbIE ¢ 00pa30BaTeIbHBIM MPOIIeCCOM B Intra

O>xupanue HHPOPMALUH OT PernopTepa 3a1adu
VY 3amauu ecTb onpeseeHHbIe OJIOKepH, KOTOPBIE HE TAl0T PELINTh 33/1ady B JaHHBIH MOMEHT
Bomnpoc 6b11 pemier B otaene, Kyaa Oblia nepeBenena 3aaada (kpome L2 / Intra)

3amada OblIa pemena (C yKka3aHHeM PeIIeHUs IpoOIeMbl)



Kak «norimaTb» HOBYI 3agadvy 2?7

Mownwuropum oudepens New Tasks cBoero kammyca

HaCTpaI/maeM YBEAOMIJICHHS B Slack u CMOTPUM COOTBeTCTByIOH_U/H\/'[ KaHal

# jira_it_support_kzn 1“-‘ Jira AP 12:19 AM

brobot brobot has created a Task

SUP-545: problem (Created by: g.taftin)

# jira_it_support_msk
Status: Open Assignee: Unassigned Priority: Medium

IT-Support | Jira School 21

# jira_it_support_nsk

CMOTpHM ]'[OlITy! 3aja4yu BaIero Kamiryca «IpUJICTArT» JaXe Tyaa

Jira: Updates for SUP-533: O6HosuTe Safari u Chrome

@ Bopuc Mnatonon (Jira) &

Flos rwcotsa — aurmicanh. Mepesecrn va pyecot?  M10posocTn

There is 1 comment.
You've been mentioned in a comment.

IT-Support / 8 SUP-533 8
OGHoBuTL Safari u Chrome

View ssue - Add comment

1 comment

@ Sovuc Mnarouon on25.1021 1046

This issue requires your attention. [eoprsh Narues. Aapsa Pasyona, AxTon /1apuoson



|/|Tal<, Hawu warnm Korga mMbl yBunaesin, 4To HaM npurietesia HoBad 3ajava

0 BepeM 3amaay B padory!

BBICTABJISIEM MPUOPHUTET 3aja4u (1o aedoary Medium)

~ OmnpenenseM CyTh MPOOJIEMbI U MOXKEM JIM MbI CAMU C HEH CIIPaBUTHCS,
OHa HeoOxoauMa (JIoruH, iMac, CKpuHIIOTHI, ckpuHKacT, HAR darin)

~ Cobupaem BCO HEOOXOAMMYIO HH(POPMAILIKIO TI0 ITPOOJIEME €CITU €e HE XBaTaeT U

HpOBep;[eM, YTO HE 3a0LUIH BBINOIHUTE IMYHKT 3mu NepeBOaAUM 3aladyy B HYKHOC
noapasacjaceHue, €CJIM HE MOXKEM CIIPABUTLCS CaMU



~qTO6LI B3SITh 33124y B paboTy, HaXXUMaeM «Start progress»

Bepém 3agavy B

TecTtoBas 3apgava

pa 60Ty # Edit Q Add comment Assign  More v Resolve the issue

~ Details v sLas
Type: [ Task Status: (D (view Workflow) e m Time to first response
Priority: = Medium Resolution: Unresolved within 15min
Components None Time to resolution
Labels: Novosibirsk 6d23n () i s Zah
Time to first response: 15min I
Time to resolution: 6d 23h ©
~ People
Task in work in other
e Assignee: 7 Unassigned
Kamnyc HoBocubupek » Assign to me
v Reporter Rapus Pazymosa
VYkasbIBaeM, KTO Oy/IeT 3aHUMAThCs ~. Votes: o
. ~. Start progress Watchers 0 Start watching this issue
sanaueii (OBSI3ATEJILHOE TTOJIE) ..
>l ~ Service project request
~ LI Request type: 2 Bonpoc no HosocnBupeky
Ucnoanutens (1) He HasHauen >
. Customer status:  Open
Ecnu 3anaueii Oynem 3aHUMaTbCst Mbl _ _ . _ . | _ . _ . _ . _ . _. N Channel: Portal
caMH, HAXKUMacM «Haznaunte MeHs» View customer request &
Student -
- D 4 ~ Dates
VkasbiBaeM HHK cTyzieHTa (eciu npodnemay . --= [’ iMac |- Created Justnow
- B4 Updated Just now
HCCKOJIBKUAX CTYACHTOB, YKa3bIBACM BCC HHUKHU YE€PE3 & o - ¢
Kommentapuin  OTBeTUTL KAMEHTY  BHYTpeHHUIA kKOMMeHTapuii
3aIATyI0) & —— © slack
o ¢ KnueHTel CMOryT NpoCMaTpuBaT Ball KOMMEHTAPMH. BCTPOVTE BAOXEHNR, UTOB! KMEHTLI CMOTAY In order to see discussions, first confirm access to your Slack acc
. workspace(s): 21 Staff, 21 School

MX NPOCMaTpBaTS.

~ VYkaseiBaeMm HoMep iMac B ¢popmare pl-b2 (ecmm -
P . o .

npo0JieMa CcBsi3aHa ¢ HECKOJIIBKUMHU KOMITBIOTEPaMH, - sy | B I U Av v [ @v|E E|Ov +v | Qv 2
YKa3bIBaeM BCE KOMITBIOTEPEI)

INTERNAL

24

JlonoNHKUTENIbHBIE KOMMEHTApHH (eCiIn
HEOOXOIUMO)

Buzyaneheii RIS -~ o~

Start progress  OTmeHa




[Mocne naeHTUQHUKALUK 3aJa41 BaXKHO BBICTABUTD € KOPPEKTHBIM MPUOPHUTET (IPUOPHUTET Balel 3a1auu
n npunrHkoBaHHOH nomkHbEl COBITAIATD)

Priority: | = Medium v| Blocker - npobnema 6nokupyer padoty > 1 uenosexka (staff / crynenr)

Component/s: @ Blocker High - Baxxnas mpo0Gnema, umeet 6mu3kuii nemiaiin OR Biuser na > 1 crynedra
Labels: ~ High Medium - nedonTHbII TpHOPUTET

Time:tofrstresportsed) s Low Low - He3HauuTeIbHBIC BOMIPOCHI, KOTOPhIE MOJKHO TIOKa YTO YOparsh B O3KIIOT
Time to resolution: O Minor

SLA

Time to first response - mmaBubIit SLA mts Support. 3a kakoe BpeMsI MBI B3sUTH 3a/1a9y B padoTy.
- all =15 min

Time to resolution - SLA mis Support. Bpemst Ha caMoCTOsATENBHOE pelIeHrne pooieMbl Support’ oM.
NmeeT 3Ha9eHME TONBKO [T 3a/1ad C fenapTaMmeHToM Support (ncuncisercs B working hours)

- Blocker =6h

- Highest =10h
- High =36h
- Medium =54h
- Low =90 h

Task in work in other dep - SLA, orpaxaromuii Bpemsi B paboTe JUIst BCEX OCTAIBHBIX JIeTapTaMEeHTOB.
Ecau xpacHslil - MaskyeM JIuay wiy B COOTBETCTBYIOIMI AEMAPTAMEHT, HE IMOTEPSUIACH JIM Y HUX 3a/1a4a

Dev / Pedago Sla - 3a kakoe BpemsI OHU B3sUTH 33Jjady B padoTy.
Ecnn 3anaga Bucut B ouepenu Dev / Pedago - New tasks n mannbiii SLA - kpacHbIH - MasikyeMm um!

ee & €



TecToBas 3apava

# Edit Q Add comment Assign  More v Waiting for information  toL2 | Workflow v — <
Bpewms Ha BBINONHEHUE
v Details % v SLAS y, 3aaun Supportom |
3 ; =
Type: Task o Tun 3agaun Status: (View Workflow) Craryc 3a1aun sdan () Time to resolution & Bpemst B3siTis 3a1aun B
Priority: Medium 11, Resolution: Unresolved 2 within 5d bh paGory (e omkno Gbitn
3 PUOPHTET 3a/1a11 3 v N / Hike 0 MEHYT WK YiiTH B
Component/s: None 1 Korna 3anaua Gyzer penreHa, ) . 1
P i - 3;(;101, Gl;e'r DT}?G al;ca'rbcﬂ’ 14min v Time to first response & Munycl) |
Labels: Novosibirsk Y. pa within 15min
N 14mi 3HaueHue resolution
ime to first response min v/ Y ——— -
Bctins to Development
Time to resolution: 5d4h U @ HaXOIH/IaCh/HAXOAUTCS Y HAC
: B pabore to Ops 2@ Peaple
Task in work in other p;
dep: B to Pedago Assignee: Lzpss Pasymosa Kro 3annmaercs 3anaueit
) " . Bpewms, xotopoe 3amada » R P
amn losocubupck Resolve the issue 4 rter @pns Pasymosa
& HAXOJIHJIACK/HAXOIHTCA B Eciiit MBI He MOXKEM CaMOCTOATETBLHO flens i
Department: Support pabore B Apyrom otaene Block ‘. PELINTB BOTPOC, MEPEBOIUM 3a1ady B Votes: o Kro 3aBen 3aaqy
Student: = to PW Apyroii oTaen Watchers: 0 Start watching this issue
iMac: N BriOupaem Hy:KHbII CTAT: rkfl
B kaxom otzene 3anaya HaXoaUTCS -2 Intra ) .
v Service project request
v Description Recuest type: i.i Borpoc no HoeocnBupeky
OnucaHKe 1R TeCTOBO 3anaun Onucanue 3aa4n ”
Customer slatus: Support
Channel: Portal
v Attachments
View customer request &
G) Drop files to attach, or browse.
v Dates
Ccbuiku Ha cratbi confluence, KoTopbie Created: Just now
~ Related knowledge base articles HaM Hy’KHO [IOMOJIHATH KaK MOKHO Bee marepuate! kpenmn ciona. Updated: e
i GOJBIIMM KOJIHYeCTBOM HH(opMaLmn! MoskHo npocTo neperamuTs Bee i
Kak cospats uHuepenT & Jira (hailsibl B OTKPHITOE OKHO ¢ 3aja4eit
2 - v Slack
OGs3aTenbH0 W8 O3HAKOMAEH!MSs!
. In order to see discussions, first confirm access to your Slack account(s) in the following
lNopsinok BknioueHun 8 pabory HOBLIX COTPYAHUKOS workspace(s): 21 Staff, 21 School
Kommenrapuu k
Didn't find a suitable article? Search knowledge base or create-an article. 3ajiaue
v Activity HWsmenenne cratycoB
Al Comments Work Log History Activity T B CJiy4ae, Koraa Bbl YBUCIA OI_III/IGKy B ITOJIAX
Details, Bbl MOXKETE U3MEHUTH UX BPYYHYIO.
Hapus Rasymora Creatad |sstia - Just now Ho 6e3 ocTpoii HEOOXOAMMOCTH HX TPOTaTh
Henb3s!!
0 Bopwc MnaToror made changes - Just now
Field Original Value New Value

Request participants AHTOH JlapuoHos, Meoprui MNaruee | a.larionoy, g.pagiev |



[Mepenaem 3agadvy B oTaen

oS

Jass PW 3apad nopsaok aeicreuii

AHAJOTrH4€CH

~B Projects B TOSBUBIINMCSI CITHCKE
Beibupaem «Ops (OPS)»

~ BoiGupacm HyxkHbiii Issue Type =~

Ornucanue NOATATUBACTCA U3 3a1a4U Ha

@

JIOTIOJTHUTENbHOM MH(OpManuei

A

HaIiei 1ocke. MOXKHO JOMOJIHUTD ~

(BT (View Workflow)

Unresolved

New Value
AnTon Napuonos, leoprui Marues [ a.larionov, a.pagiev ]

{ Task

— sUP-504
O Developers 2 Tecrosas 3anava
Liewtaste] - @8 # 5t QAddcomment  Assign Waiting for information to12 Workflow v
Pedago 2
S © Details Log work
L. Newtasis !
Newfask - Type: BTk prE— Status:
Mockea B ot ediur esolution
Dhiom Prciy Medium | sttach Sereenshot fesolut
L. New tasks ! o Gomponentjs None
Labals: Novosibirsk | Voters
L. Support ® | o= SRR R
Time tofirstresponse:  min v/ | Watchissue
("
ors @ Time to resolution: 5040 @ | watchers
Lz o Taskinworkinother | |
pr Create sub-task
L. Applicart {Dov &
Kannye: Convert to sub-task
L intra 1 epartmen uppor
e Support crete nkodissue [P
I @ Recently reso... 17 Student -
iove
iMac
OkKazas @ .
Rl 8 ~ Description Clone
L. support s onuegme pa Teciosol sanan Labels
e Y W Delete
" : 38 files to attach, or browse.
Create linked issue
All fields marked with an asterisk (*) are required
= - R > Project* [ Ops (OPS) v
o Issue Type? ITask ~|® |
-
-
Created issue  causes v
Linked issues ~ SUP-504 x g +
Search for issues to link to from the one you're creating. u
Summary*  TecTosas 3apaja
Description Stylev B I UAv £v @v v +v 2
onucaHne ANA TECTOBOV 3anaum
&
%

DO Bug
Epic
[ 3HO

Mocne HaxaTust KHonku Create
rnepeBoAvIM Hally 3aja4vy B cTatyc
OPS!

< fhExport v
~ sas
saan (D Time to resolution
within 54 5h
. Time to irst response
within 15min
~ people
Assignee: Fapes Pasyosa
Reporter Lapes Pasyona
Votes: o
Watchers: 0 Start watching this issue

~ Service project request

Request type: 2> Bonpoc 1o HosocuGHpaKy.
Customer status:  Support
Channe Portal

View customer request &

~ Dates
Created: 2 minutes ago
Updated: 2 minutes ago
~ Slack

In order to see discussians, first confirm access to your Slack account(s) in the following
workspace(s): 21 Staff, 21 School

Ot Hac, KaK IpaBuIIo, CO31AETCs [Ba TUIIA
3a/1a4:

Casi3aHHbIe ¢ paboToii iMac, HHTepHeTa,
npobnemamu co CKY/I, u .x.

Jlns Takux 3aaa4d coznaeM cebuiky tuma «Task»

CBsI3aHHBIE C IIOJyYCHUEM J0CTyIa K
BHYTPEHHUM pecypcaM LIKOJIBI: KOPIIOPAaTHBHAS
noyra, Jira, AVX u T.j1.

Jlns Takux 3ama4 co3naeM cebuiky trmna «3HO»



# Edit Q Add comment Assign  More v Waiting for information  to L2 [RWIIS{l-IVAR Q ' Haxumaem «to Development»

v Details to Development v SLAS

I_I e pep'ae M 3aﬂ|aqy B OTﬂen Type: Task Status: to Ops 4 |Workflow) P Dev SLA
Priority: Medi Resolution: ithin 3h
DEVELOPME”T CZ:;Znent/s: Ncnee . ceoton e Fedage within

Resolve the issue

e Time to resolution
Labels: Novosibirsk 5d5h || o
] ) Block within 5d 5h
Time to first response: 15min v
5 cycles v
Time to resolution: 5d 5h Il e
Task in work in other 6d 23h v ->Intra 15min Time to first response
dep: — within 15min
Kamnyc: HoBocubupck Ped SLA
. 2h49m eca09
Department: Support within 3h
Student: =
iMac: ~ 6d23h Task in work in other dep
within 6d 24h
9 cycles v
#Edit  QAddcomment  Assign More v Waiting for information  back to support  Check <
v Details ~ SLAs v People
Type: 9 Task Status: (View Workflow) 2h23i Dev SLA o Assignee: [Napbs Pasymosa
Priority: Medium Resolution: Unresolved within 3h
Component/s: None . Reporter: Hapbst PasymoBa
bt NiovodibiaK 6d 23h Task in work in other dep /
abels: within 6d 24h | Votes: [
Time to first response: 15min v/ . =
10 cycles v Watchers: 0 Start watching this is
Time to resolution: 6d 23h v
Task in work in other 6d23h © 15min Time to first response
fres ewlminen R D .
Kamnyc HoBocuGupck — : O6paruTe BHIMaHWe, 4To Assignee
Department Developers A 7 within3h : 10 HaXXaTst KHOMKN «to
Student: - Development» HasHa4eH
iMac: = 6d23h Timetorssolution W e et
within 6d 24h
~ Description 5cycles v
Click to add description e
v People & . . Assignee nponan. M 3apaya ynetena B o4epefb
3) Attachments Assignee: +) Unassigned . «New tasks» B Developments.
Assign to me . Tak 1 fOMKHO 6bITb. PaspaboTunku camu
> Related knowledge base articles Reporter: Napos Pasymosa . BO3bMyT 3Ty 3afa4y B paboTy 1 HazHa4aTt nmbo
» Votes: 0 : cebsi, GO KOTO-TO N3 CBOMX KOJIIEr peLuaTh ee.
~ Activity Watchers: B Start watching this lssue R
Al Comments WorkLog History Activity
&
X L, New tasks !
QUEUES
O Developers 36 3 Dev SLA Task in work in other dep Kamnyc Key Summary Created Updated Reporter Due

S Newtasks I @8 2h 21m © 6d 23h © Hosocubupek SUP-561 test 26.10.2021 26.10.2021 Napba Pasymosa



@

MNepenaem 3agadvy B otaen
L2

~C0311an) 3anauy B Jira CBT

O ToM, Kak co3garh HHIMAEHT B JiraSBT mMoxHO
MPOYUTATH 31ECh

IIpu co3nanuu HHIUIEHTA HY>KHO Kak MOXHO Oolee
MOZPOOHO OMHUCATh CYTh BOIIPOCA/TIPOOIEMEL, 110
BO3MOXKHOCTH PACIUCAaTh MOMIAr0BO ACHCTBUS,
KOTOpBIE IIPUBENHU K 3TOMY.

Korna 3anaua B JiraSBT co3nana, konupyem URL

BricTaBsiem npHOpUTET y HamIel 3a1a4u Takoil ke Kak y 3agaun B CBT !
Ecnu nonnMaete, 94T0 OH CIMIIKOM HH3KHUI = > coobmiaere JIuxy

. SUP-504 /
aueues
TecToBas 3afjava

CCbUIKY Ha HEC U BO3Bpallla€MCs Ha HaIlly JOCKY.

~ VkaszbiBaem URL ccpuiky Ha 3aiady B JiraSBT ==+

MOoKHO 100aBUTH KOMMEHTapHi
(onuMoHaIBbHO)

O Developers 23
L.Newtasks! .. 2 " . .
Mo tasks #Edt Qaddchmment  Assign  More v Waiting for information Workflow ~
O Pedago 2
v Details
. New tasks ! o
Type: 'u Task Status: (View Workfiow)
O Mocksa 58 Priority: = Medium Resolution: Unresolved
+ N tasks o Components: None
Labels Novosibirsk
- Suppart s y
Time to first response:  14min v/
L.opPs & Time to resolution: 5d4h ©
L2 ° Task in work in other
dep:
. Applicant [ Dev 4
Kamnyc HomocuBupck
L intra i Department: Support
L. @ Recently reso... 177 Student: =
iMac:
OKasars 62
/tasks !
L Newtaskel o ~ Description
L. Support 5 onMGanve 15 TecTOBOR sanai

-» Linked Issue URL |

Comment Respond to customer  Internal comment

Your comment will be visible to customers. Embed attachments to make them visible to
customers.

Styev B I U Av Av @v

»

Ov +v o

~to L2 Cancel

d

New Value

“doprui NMarves [ a.larionov, g.pagiev |

razumova |

~HepeBonHM HaIly 3a7aqy B cTaryc L2 (HaxumaeM «to L2»)

SLAs

sdan (0 Time to resolution
- within 5d 5h
Y Time to first response.
within 15min
People
Assignes: Lizpss Pazymosa
Reporter Napos Pasymona
Votes: o
Watchers: o Start watching this issue

Service project request

21 Borpoc no HosocnEMpeky

Customer stalus:  Support

Channel: Portal

View customer request &

Dates
Created. Just now
Updated Just now

Slack

In order to see discussions, first confirm access to your Slack ac
workspace(s): 21 Staff, 21 School



RESOLVE
T™E
Issve

V Bcex 3a/1au ApYruX MOApa3JeNeHuil, KOTOpbIe HaXOTCs BHYTpH Hamei Jira ects ctaryc CHECK
(xpome Support / L2 / Intra), KOTOpBIi TOBOPHT HaM O TOM, YTO HEOOXOANMO MPOBEPHTH TOTOBHOCTH
3a1a4n.

~ IIpoBepsiem, 4To 3a/1a4a ObLIa peleHa 1 EPEeBOANM 3a1aqy

n3 CHECK B craryc RESOLVED

# Edit Q Add comment Assign  More v - back to Ops ~ Workflow v
v Details /

Type: Task Status: =3 (View Workflov

Priority: Medium Resolution: Unresolved

Component/s: None

| Resolution* [Done T ]@ L( ..................... o
Linked Issues  causes v
Issue &+

Begin typing to search for issues to link. If you leave it blank, no link will be made.
Comment Respond to customer  Internal comment

Your comment will be visible to customers. Embed attachments to make them visible to
customers.

»

Styev B I U Av Av @v = E Qv +v Qv

Resolve the issue  Cancel

3agaun , KOTOphIe HaxoAaTcsa B L2 MbI oTcnexuBaem camocTostensbHo. Korna 3agaga B Jira CBT
~ TPUJIET K KAKOMY-JTHOO JTOTHYECKOMY 3aBEPIIEHHIO, €€ Hy)KHO 3aKPBITh H y HAC.
Jlns Toro, 4ToOBI epeBecTy 3aaady B craryc RESOLVED, Haxonum KHOTIKY «Resolve by L2»

& Edit Q Add comment Assign  More v Waiting for information  back to support ~ Resolved by L2

v Details
Type: Task Status: (View Workflow)
Priority: Medium Resolution: Unresolved
Component/s: None

Bri6upaem «Resolution»
- Done = 3aaua Obl1a pemena
- Duplicate = yxe 3aBezicHa Takas 3aa4a (MIPUKPETH CCHUTKY Ha
i OpHI'MHAJIbHYIO 3a/ady - THII linka - duplicated)
~ - Cannot Reproduce = He MOkeM BOCIPOU3BECTH, B OCHOBHOM
HCIIOJIb3yeM Tpu nepeBojie 3anay ¢ L2 B puck
- Declined = 3agaya HeKOppeKTHas N3HAYAIEHO

2 CEREL 4
v Done
Won't Do

Duplicate
Cannot Reproduce

Declined

—-_— ~ OcrabisieM KOMMeHTapI/II‘/II7 TJ1€ OIIMChbIBAEM, KaK ObL1a peuIcHa 3aj1a4a



