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- Net Promoter Score (NPS) ~ 48

- Customer Satisfaction (CSat) ~ 87%
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[IpoeKkT #1

EanHaa cuctema npunopumutmn3saumm 3aaBok — Support Wallboard

* [pnopuTU3aLLMa NO KOMMNJEKCY XapaKTepUCTUK
* LiBeTOBOE OTOBpaAXEeHUE MPNOPUTETOB
* Boicokass MHPOPMATUBHOCTD

: rpyI'II'IVIpOBKa 3da4BOK MO paay npm3HAKOB

* LleHTpanun3aumns NOrMknu NPUHATUSA peLlleHnm




[IpoeKkT #1

EanHaa cuctema npunopumutmn3saumm 3aaBok — Support Wallboard

[lepBada Bepcus.

e Confluence

H 00:15 CSP-666 Almost Breached Issue from my region... GMT+1
[ Beans hel]_ macro 4 -00:45 CSP-666 Barely Breached Issue from my r?gion. .. GMT+1
I -12:15 CSP-666 Long Breached Issue from my region... GMT+1
L -08:15 CSP-666 Breached Issue from my region... GMT+1
: L <03:15> CSP-666 Unassigned Issue from my region... GMT+1
= SQL p]_ugln L 03:15 CSP-666 Waiting Issue from my region... GMT+1
H <12:34> CSP-666 Unassigned Issue outside my region... GMT-8
HE <12:34> CSP-666 Assigned Escalated Issue from my region... GMT-5 Tony Atkins
C 00:45 CSP-666 Assigned Critical Issue from my region... GMT+1 Tony Atkins
ME <72:34> CSP-666 Assigned Escalated Issue outside my region.. Tony Atkins

R ———




[IpoeKkT #1

EanHaa cuctema npunopumutmn3saumm 3aaBok — Support Wallboard

BTopas Bepcus.

« JIRA plugin

* (5 adget S @.(2 -00:06 JST-47308  Review notifications +#1 Comm
< ‘-.@ -00:10 JST-47298 Undelivered Mail Returned to Sender +3 Comm

x2 2. -00:50 EHSP-33562 Alpha-numeric field for all issues in .. +1 Comm

& @ -01:30 JST-47312 Setting up a custom default Wiki page .. +2 Comm

ot A B, | i L QT A72072 le tharg A wav tn raciza multi calact




[IpoeKkT #1

EanHaa cuctema npunopumutmn3saumm 3aaBok — Support Wallboard

Unassigned: 37 (UnassignedW4C: 1), Total: 49 Issues without SEN: 7.

TpeTba Bepcus.

Time Key Summary TZ License Assignee }

* + CTatTncTtmka

& (2 -00:06 JST-47308  Review notifications +1  Comm

& ‘-.@ -00:10 JST-47298 Undelivered Mail Returned to Sender +3 Comm
x2 @'-.@ -00:50 EMHSP-33562 Alpha-numeric field for all issues in .. +1 Comm
& ‘-.@ -01:30 JST47312 Setting up a custom default Wiki page .. +2 Comm

2::(» -13:14  JST-47293  Isthere a way to resize multi select ..

AN sn AN aa.en b R T T R | SIS I S m——

DR ———




[TpoeKT #2

YnpouweHue koHdburypaumm SAC (support.atlassian.com)

? Create

* Open l
J Waiting for Customer

.} Atlassian Investigating

y ‘ Frozen

b Resolution Suggested \)‘ Transferred \ ’ Internal Escalation

Q Inactive 4 Escalated , Developer Review
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YnpouweHune koHpurypaumm SAC (support.atlassian.com)

C6op nHbopmaLnm:; vrap Up 2N i MTT Y | cossary }

There are 3 errors and 0 warnings. You will not be able submit this fc

. U
Wrap Up | | |
@ No components defined. Please review the Components field.

@ Notime logged against this issue. Please review the Time Spent field.
@ No SEN has been entered yet. SU'S 6. page, but Avoidable There's no page, but
It needs to be @ page would help
® K updated !

Assignee [fij Sherali Karimov

Component/s

°* [Tone3Hble cCbiNKU

Start typing to get a list of possible matches or press down to select.

The format of this is: *w *d *h *m. Examples: 4d, 5h 30m, 160m, 3w.
Time spent in total to date: Om

Support Entitlement
Number (SEN)

@ No SEN found.
Let me choose a SEN

Issue URL(s)

Follow Up | No :)

Is any follow up required on this issue?
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YnpouweHune koHpurypaumm SAC (support.atlassian.com)

CokpauieHune ayonmpoBaHus: L@ This is a test issue
Ic min is looking at this issue. l
° rl n a rM H Who S 1 O O klng “omment Attach Files Attach Screenshot More Actions ~
@ﬁs‘amrketplace Details
AW -.C i0 @ WSSt iSsue Status: & Open (View W

Resolution: Unresolved

Six Versinn/e: MAana

:idmin is looking at this issue. The issue has been modified. Relo &¢.

Comment Attach Files Attach Screenshot More Actions v ©

Detalils

Type: le] Bug
Priority: # Major

Affects Version/s: None )
ML St T ] ol ‘__N_!_Qne . ‘ <
. < @3
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YnpouweHune koHpurypaumm SAC (support.atlassian.com)

YnpouieHue;
* OnoBeLww,eHNM
* locTtyna

* MMonb3oBaTeIbCKUX NONeun
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YkpenseHune 6a3bl 3HAHUW N MPOABUXEHUE CAMOODOCNYXMBAHUS

ba3a 3HaHUMN:

—L Wiki Markup
° Ea3 bl : ;E:(;:nu;i ’ error\ c?dre\’ 49
}{x;:‘:’pi://supzc})rt atlassian.com/browse/CSP-50280 CAc
e CAC (confluence.atlassian.com)
° JAC (] 1Iaat1a881ancom) - Number of Scrum Story points allocated to this Story. JAC [

eqgular Expression LlcenseExceptnon '[Ff]alled to venfy the license

— — — == ey — —— _— .

= _...,s,_

jular £xpression for Atlassian Support issue dsagros:s

PERERr——
* Regular expression Anas8 KaXxaoun CTaTby
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YkpenseHune 6a3bl 3HAHUW N MPOABUXEHUE CAMOODOCNYXMBAHUS

ExxeyacHoe obHoBNeHne Regular Expressions

Projects supported by Hercules SAC

These projects have Sisyphus regular expression patterns associated with them andare configured to be analysed by Hercules.You can also restrict access to Hercules
results to particular group of users.

Project Result viewers Scanning permitted to Send notifications Patterns loaded Loaded from Last loaded Actions |

Bamboo Support Visible to all groups atlassian (View Users) @ 202 bamboo_regex.xml| 07/0ct/12 4:18 PM X% & |

Bitbucket Support Visible to all groups atlassian (View Users) @ 4 bitbucket _regex.xml| 07/0ct/12 4:18PM X ¢ |

Bonfire Support Visible to all groups atlassian (View Users) @ 6 bonfire_regex.xml 07/0ct/12 4:18PM X ¢

Clover Support Visible to all groups atlassian (View Users) @ 11 clover_regex.xml 07/0ct/12 4:18PM X ¢

Confluence Support Visible to all groups atlassian (View Users) @ 809 confluence_regex.xml 07/0ct/12 4:18PM X ¢

Crowd Support Visible to all groups atlassian (View Users) @ 86 crowd_regex.xml| 07/0ct/12 4:18PM X ¢

Crucible Support Visible to all groups atlassian (View Users) @ 252 crucible_regex.xml 07/0ct/124:18 PM  ® &

FishEye Support Visible to all groups atlassian (View Users) @ 258 fisheye regex.xml 07/0ct/12 4:18 PM % ¢

GreenHopper Support  Visible to all groups  atlassian (View Users) @ 165 greenhopper regex.xml 07/0ct/124:18PM X ¢

JIRA Support Visible to all groups atlassian (View Users) @ 800 jira_regex.xml 07/0ct/12 4:18 PM % ¢ ?
' Add project | ‘ (o (E‘)D
L ——eee :____________J {03 ‘D
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YkpenneHune 6a3bl 3HAHUU N MPOABMKEHNE CAMOODOCYXUBAHUS

* [lnarnH: Hercules

HERCULES

ATLASSIAN -SUPPORT BOT
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YkpenneHune 6a3bl 3HAHUU N MPOABUMKEHNE CAMOODCNYXUBAHUS

Project Confluence Support

Issue Type @ Problem Report

* [1nar

ep 1: Initial Support Info (Required) = Step 2: Additional Application Info & Attachments (Optional) Step 3: Participants & Phone Number (Optional)

Summary * Out Of Memory exception after upgrade
H Results from our documentation:

Confluence Crashes Due to 'java.lang.OutOfMemoryError PermGen ...

Sep 3, 2012 ... Resolution. To avoid this in the future follow the steps detailed in the guide How to Fix Out of Memory Errors by Increasing Available Memory.
Labeled Confluence Confluence ...

Performance Tuning - Confluence Latest - Atlassian Documentation ...

Sep 3, 2012 ... Ifthere is not enough RAM available, your server may start swapping out some of Confluence's heap data to your hard disk. This will slow down ...
‘ Labeled Confluence Confluence ...

=—  Configuring System Properties - Confluence Latest - Atlassian ...

— Sep 3, 2012 ... See How to Fix Out of Memory Errors by Increasing Available Memory for specific instructions for OutOfMemory Errors.
i Labeled Confluence Confluence ...

Description
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YkpenneHune 6a3bl 3HAHUU N MPOABMKEHNE CAMOODOCYXUBAHUS

[MnaruH: Hercules

1: Initial Support Info (Required) = Step 2: Additional Application Info & Attachments (Optional) Step 3: Participants & Phone Number (Optional)

Summary * Out Of Memory exception after upgrade
Results from our documentation:

Confluence Crashes Due to 'java.lang.OutOfMemoryError PermGen ...

Sep 3, 2012 ... Resolution. To avoid this in the future follow the steps detailed in the guide How to Fix Out of Memory Errors by Increasing Available Memory.
Labeled Confluence Confluence ...
H ( R < I I I € s Performance Tuning - Confluence Latest - Atlassian Documentation ...

Sep 3, 2012 ... Ifthere is not enough RAM available, your server may start swapping out some of Confluence's heap data to your hard disk. This will slow down ...
Labeled Confluence Confluence ...
AT Ass A N s u PP T = ~ " Configuring System Properties - Confluence Latest - Atlassian ...

Sep 3, 2012 ... See How to Fix Out of Memory Errors by Increasing Available Memory for specific instructions for OutOfMemaory Errors.
Labeled Confluence Confluence ...

Description

"
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YkpenneHune 6a3bl 3HAHUU N MPOABMKEHNE CAMOODOCYXUBAHUS

- [lnarunH; Hercules i
: 1: Initial Support Info (Required) = Step 2: Additional Application Info & Attachments (Optional) Step 3: Participants & Phone Number (Optional) '

Summary * Out Of Memory exception after upgrade

Results from our documentation: ‘\
o

Y Fix Out of Memory Errors by Increasing Available Memory.

Hercules Report

I I < R( I I appllcatlon_logs/atlaSSIan_J"-a.log ionnuence‘s heap data to your hard disk. This will slow down ...

ATLASSIAN-SLUPS Database Deadlock on Microsoft SQL Server

T\ Login Requiring CAPTCHA although Spam Prevention is Turmed Off

for specific instructions for OutOfMemory Errors.

Unable to Start Confluence or Some Plugins are Disabled upon Startup

Confluence Crashes Due to ‘java.lang.OutOfMemoryError GC overhead limit exceeded'

OO eee

Out of Memory Heap Space
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YkpenseHne 6a3bl 3HAHUW N MPOABUXEHUE CAMOODOCNYXMBAHUSA

* MnaruH: Hercules

1: Initial Support Info (Required) = Step 2: Additional Application Info & Attachments (Optional) Step 3: Participants & Phone Number (Optional)

Summary * Out Of Memory exception after upgrade
Results from our documentation:

Confluence Crashes Due to 'java.lang.OutOfMemoryError PermGen ...
Sep 3, 2012 ... Resolution. To avoid this in the future follow the steps detailed in the guide How to Fix Out of Memory Errors by Increasing Available Memory.

Labeled Confluence Confluence ...
Performance Tuning - Confluence Latest - Atlassian Documentation ...
Sep 3, 2012 ... Ifthere is not enough RAM available, your server may start swapping out some of Confluence's heap data to your hard disk. This will slow down ...

ATLASSIAN-SUPPORT -BOT

Labeled Confluence Confluence ...

Configuring System Properties - Confluence Latest - Atlassian ...

Sep 3,2012 ... See How to Fix Out of Memory Errors by Increasing Available Memory for specific instructions for OutOfMemory Errors.
Labeled Confluence Confluence ...

‘% ‘\\‘
{ t% )/}

.

Description

Hercules Report

application-logs/atlassian-jira.log

Database Deadlock on Microsoft SQL Server

Login Requiring CAPTCHA although Spam Prevention is Turmed Off

L

Unable to Start Confluence or Some Plugins are Disabled upon Startup

Confluence Crashes Due to ‘java.lang.OutOfMemoryErmor GC overhead limit exceeded'

&

oY e
hs

Out of Memory Heap Space
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YkpenseHune 6a3bl 3HAHUW N MPOABUXEHUE CAMOODOCNYXMBAHUS

JloCTaBKa pe3ysbTaToOB aHa/1n3a B ABrycre.

* SAC

10.000 npocMOTpOB

e Email = 2300 npoCcMOTpOB

» Support Tools plugin

— 2500 npocmMmoTpoOB
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YkpenseHune 6a3bl 3HAHUW N MPOABUXEHUE CAMOODOCNYXMBAHUS

JlOCTaB 5 | comments | History Activity Hercules

« SAC ~ F} added a comment - 19/Sep/11 10:44 PM
Well, fick me.

* EMa  THE ROBOT WAS RIGHT.

| iIncreased the memory available to confluence / JIRA and things worked.

Today is truly a magical day.
W’—--- - ‘—g

* SUp]
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YkpenneHune 6a3bl 3HAHUU N MPOABMKEHNE CAMOODOCYXUBAHUS

 [lnarnH: Content Survey and Reporting

Atlassian

£ Marketplace
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YkpenneHune 6a3bl 3HAHUU N MPOABMKEHNE CAMOODOCYXUBAHUS

- o o A W e - - - .-

» Expand to see related content ,
* [lnaruH: C .
Help us improve! 1
Is this article helpful? . ) Yes () No
Is the content complete? _ ) Yes [ No
Is it well written? . ) Yes () No

{3 Like Be the first to like this }
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YkpenneHune 6a3bl 3HAHUU N MPOABMKEHNE CAMOODOCYXUBAHUS

* Mnarun: Content Survey and Reporting
£ Marketplace

» Expand to see related content

Help us improve!

- Peakumnsg KNMeHTOB HA CTaTbu

Is this article helpful?
Is the content complete?
Is it well written?

d 3 Like

W=




View: Pages with Results | Pages without Results | Rollup Report

[IpoeKT #3

YkpenneHune 6a3bl 3HAHUU N MPOABUMKEHNE CAMOODCNYXUBAHUS

R —

entene Knowesp S lom oot Meth  Webwd  Weedo coen
y I_l J ¢ 3ecovering Database Attachments 10 22 80% (8/10)  60% (6/10) 70% (7/10)
Confluence Crowd Integration Fails due to HTTP Proxy 7 17 86% (6/7) 43% (3/7) 86% (6/7) t {
° P‘Workaround for ProxyPreservehost = ON 3 o 100% (3/3) 100% (3/3) 33% (1/3) \
Occasional 502 Bad gateway from Apache HTTPd proxy 5 7 60% (3/5) 80% (4/5) 60% (3/5)
ttachments Missing After Moving a Family of Pages (Confluence 3.0) 2 100% (2/2) 50% (1/2) 100% (2/2)
:zggszt CAasCshL;rlngis; rl::r;téiltge:)sf Another User who Logs in Concurrently due to 4 4 50% (2/4) 75% (3/4) 100% (4/4)
=rror removing attachments if attachments folder is a symbolic link 1 3 100% (1/1) 100% (1/1) 0% (0/1)
Redirected to Dashboard on Login Due to Page Titles with Spaces (Websphere) 2 2 50% (1/2) 50% (1/2) 50% (1/2)
internet Explorer 6 problems when using Netscaler 6 2 33% (2/6) 67% (4/6) 67% (4/6)
Attachment download throws Connection timed out exception 2 2 50% (1/2) 100% (2/2) 50% (1/2)
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 [lnarnH: Content Survey and Reporting

Atlassian

£ Marketplace
- Peakumnsg KNMeHTOB HA CTaTbu "ma———— e

» Expand to see related content

Help us improve!

* AHann3 edp@PeKTUBHOCTU CTATEN il

| ——

e Ko 80e I Gt sk Mebed Wed e
overing Database Attachments 10 22 80% (8/10) 60% (6/10) 70% (7/10)
nfluence Crowd Integration Fails due to HTTP Proxy 7 17 86% (6/7) 43% (3/7) 86% (6/7)
3 9 100% (3/3) 100% (3/3) 33% (1/3)
5 7 60% (3/5) 80% (4/5) 60% (3/5)
shments Missing After Moving a Family of Pages (Confluence 3.0) 2 6 100% (2/2) 50% (1/2) 100% (2/2)
I;gﬁzt&ishirrgi:::zigez Another User who Logs in Concurrently due to 4 4 50% (2/4) 75% (3/4) 100% (4/4)
ror removing attachments if attachments folder is a symbolic link 1 3 100% (1/1) 100% (1/1) 0% (0/1)
ledirected to Dashboard on Login Due to Page Titles with Spaces (Websphere) 2 2 50% (1/2) 50% (1/2) 50% (1/2)
ternet Explorer 6 problems when using Netscaler 6 2 33% (2/6) 67% (4/6) 67% (4/6)
‘tachment download throws Connection timed out exception 2 2 50% (1/2) 100% (2/2) 50% (1/2)

YkpenneHune 6a3bl 3HAHUU N MPOABMKEHNE CAMOODOCYXUBAHUS
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BHeapeHUne nHpopMaLnUKM O KINEHTAX
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BHeapeHUne nHpopMaLnUKM O KINEHTAX

) A bl - ) ~coihaadil

- . - IU\JG’ el .

Since last reply: 3 weeks ago

Relevant Issues

2 issue(s) with the same SEN \
** JST-26971 Upgrade Zendesk plugin
. JST-27141  Accidental Commit of Password

1 more issue(s) with the same Hosted Product URL
" JST-27205 Several issues listed below

2 more issue(s) with the same Reporter

31 more Issue(s) with the same Company or Domain

Have you tried?

N

SRR 17
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BHeapeHue nHpopMaLnUM O KINEHTaX

I'ndated: TAAday 559 PM
Since last reply: 3 weeks agu
Relevant Issues !

2 issue(s) with the same SEN

* 3a8BKM MMeloLLMe OTHOLWEHWE B Aeny

. JST-27141  Accidental Commit of Password §

1 more Iissue(s) with the same Hosted Product URL
. JST-27205 Several issues listed below

2 more issue(s) with the same Reporter

31 more issue(s) with the same Company or Domain

Have you tried?

w\ KIAre




vales

Created: Tuesday 10:08 AM
B Hen p Updated: Tuesday 11:00 AM 1eHTaX
Resolved: Tuesday 11:00 AM A IS
Since last reply: 3 daysago | Relevant ssues '
* 3a89BKN UMetoLLne OTFH i Ao
Relevant Issues . 727141 _ AccidenalCommitofPassword
1 issue(s) with the same SEN M or2rn Sevwesonioletboow

2 more Issue(s) with the same Reporter

5% JSP-105089 Pay Difference and Upgrade

31 more issue(s) with the same Company or Domain

1 more issue(s) with the same Company or Have you tried?

Domain w\ KiAre

Customer Notes

i Major Customer. Current Reporter...

[

[ Server 1 (as of Aug, 2011): Bas...

—
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BHeapeHue nHpopMaLnUM O KINEHTaX

I'ndated: TAAday 559 PM
Since last reply: 3 weeks agu
N -tar l

reated: Tuesday 10:08 AM

* 3a4BKW MMeloLLMe OTHOLLeHNe B Aeny e = i

Relevant Issues

* Ocobble OTMETKMN O KNUeHTax

% JSP-105089  Pay Difference and Upgrade

Domain

Customer Notes

a Major Customer. Current Reporter...

[ Server 1 (as of Aug, 2011): Bas...

G
[
' '




Customer email:
Tony Atkins <aatkins@atlassian.com> Details Bl

Hosted Product URL

Details &

° 3aﬂ B Support Entitlement Number (SEN)

SEN-L1718818 Details B
SEN: SEN-L1718818

° JIRA Unlimited Users: Developer License
O C O License Type: Developer Scout | AAC/MAC

Expiry: 2013-07-05

| Continue | Skip Validation

MnnevT #H4

About this customer

Active License details ciick license to select Taday 5:59 PM
3 weeks agu
SEN Description Expiry Tech Contact
SEN-L1841852Stash 500 Users: Developer License 2033-09-30aatkins@atlassian.com ,

SEN-L943219 Clover Desktop (1 Machine): Commercial License 2015-10-25aatkins@atlassian.com AM E
SEN-L1329742Bamboo 100 Remote Agents: Developer License 2015-10-25aatkins @atlassian.com Jroee ‘
SEN-L1761265Confluence: Developer 2034-02-02aatkins@atlassian.com
SEN-L1518701Team Calendars for Confluence 2000+ Users: Developer License  2013-03-14aatkins@atlassian.com |\ URt
SEN-L1348791Team Calendars for Confluence 2000+ Users: Demonstration License 2012-11-09aatkins@atlassian.com i \
SEN-L1718818JIRA Unlimited Users: Developer License 2013-07-05aatkins @atlassian.com \

)main
Relevant issues

Issue(s) with the same SEN

Issue(s) with the same Hosted URL

Issue(s) with the same Reporter

. JST46903 romar Error thrown when loading any content (including admin pa...

. SURTST B12 No logs.

* SURTST B testing

Issue(s) with the same Company or Domain

Recently closed issues
This feature is not implemented yet... To be continued...

CSat feedback

This feature is not implemented yet... To be continued...

Notes

© This instance of JIRA license is for testing purposes. This is atest note for a test SEN.

© Be nice to Tony. He has an admin account to SAC and he is not afraid to use it. :)
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BHeapeHue nHpopmaumm o

* 3a9BKN UMelLlmne oTHOLWeHne B Aeny

* Ocobble OTMETKU O KJIneHTax

* CTpaHuMua co3aaHunsa 3a8BOK

stoimner email:
1y Atkins <aatkins@atlassian.com> Details B

sted Product URL

Details B

upport Entitement Number (SEN)
>EN-L1718818 Details B
SEN: SEN-L1718818
JIRA Unlimited Users: Developer License
License Type: Developer Scout | AAC/MAC
Expiry: 2013-07-05

Continue Skip Validation

KJINEHTAaX

I'nAated:

Since last reply:

Taday 559 PM

3 weeks agu

N -tar
reated: Tuesday 10:08 AM
'pdated: Tuesday 11:00 AM
Resolved: Tuesday 11:00 AM
Since last reply: 3 days ago
* | URL

Relevant Issues

1 issue(s) with the same SEN
% JSP-105089  Pay Difference and Upgrade

1 more issue(s) with the same Company or
Domain

iicter v = Nlada~
About this customer

Active License details ciick license to select

SEN Description
SEN-L1841852Stash 500 Users: Developer License

SEN-L943219 Clover Desktop (1 Machine): Commercial License
SEN-L1329742Bamboo 100 Remote Agents: Developer License
SEN-L1761265Confluence: Developer

SEN-L1518701Team Calendars for Confluence 2000+ Users: Developer License

SEN-L1348791Team Calendars for Confluence 2000+ Users: Demonstration License 2012-11-09aatkins@atlassian.com

SEN-L1718818JIRA Unlimited Users: Developer License

Relevant issues
Issue(s) with the same SEN
Issue(s) with the same Hosted URL

Issue(s) with the same Reporter

2034-02-02aatkins@atlassian.com

-

Expiry Tech Contact
2033-09-30aatkins@atlassian.com
2015-10-25aatkins@atlassian.com
2015-10-25aatkins@atlassian.com

2013-03-14aatkins@atlassian.com ¥

2013-07-05aatkins@atlassian.com

. J8T-46003  romar Error thrown when loading any content (including admin pa...

" SURTST 542 No logs.
S BURTST 511 testing

Issue(s) with the same Company or Domain

Recently closed issues

This feature is not implemented yet... To be continued...

CSat feedback

This feature is not implemented yet... To be continued...

Notes

© This instance of JIRA license is for testing purposes. This is atest note for a test SEN.

© Be nice to Tony. He has an admin account to SAC and he is not afraid to use it. :)
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Pesynbtar?

* CpeaHee yBennyeHne onepatuBHon epdeKTUBHOCTH.
* HeaddekTnBHBIE 3aTpaThl CUJ MO CPABHEHUIO C OTAAYEMN.

* He3HaumTenbHble yAy4ylleHUA NPOL,EeCCOB.

* OTCyTCTBUE CTPATErMYECKNX PeLleHUN.
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[TepBble LHarn

* MMpodmnakTnka NyTé€M ynydlieHns npoayKTOB
* CNUCKU OLINOOK N CUIOMUHYTHbIE COBELLLAHUNSA
* [lpepoTBpalLeHmne 3a9BOK NYTEM UX OTKIOHEHUS

* ba3za 3HaHuwu

e Hercules

* ONTUMKU3ALLMA MPOLLECCOB 3a CYET YAYUYLIEeHNA KOHDUrypawmm
MHCTPYMEHTOB

e
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'Leapfrog’
g - noApblBHbIe NHHOBAL,
nn

Use

vation to Create
ssful Businesses

How Today’s
Continuous \nno

Radically Succe
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'Leapfrog - noapbiBHbI€ MHHOBALLUW
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* 2 MecdlLa NOUCKOB N cobeceaoBaHum

- 328 npurnaweHunn (170 knneHTam)

* 139 uHTepBblO (77 C KNNEHTaMW)

* 5794 Bepcumn 3000 cTpaHuL, 610roB U MPOYUX L,OKYMEHTOB
* 551 HOBbIX nAaewn

* 52 HOBbIX KOHLUENUnn

* 3 CTpaTernyeckume nporpamMmmel
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* [MpoekT Leapfrog 6bin ocywectsnéH B 2011,

* A YTO Xe BCe-Taku cnyvymnoch B 200397




KONNeKTuB
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Hawa Cnyxba.. 2009

Boinyu,eH JIRA 4.0
* ObbEM BXOAALWMNX 3a9BOK BblPOC MOYTU BABOE
* [IporHo3mpyembin PocCT - el é bonbLie
CnoxHocTtn c Habopom nepcoHana
NMpobnembl C KyNbTYpOn B KOMaHAe

Cepb€3HbIN packon Mexay obncamu n rpynnamu
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* b-12 MecauesB

* OCHOBHbIE LLEHHOCTW
* [poaBUXeHNE N NPUHATUE HOBbIX LLeHHOCTEW

* Co34aHMe BHYLWUTENbHOW penyTaunum BHYTPU KOMMNAHUN

* + MeToAankKa GOPMNUPOBAHUSA KONNEKTUBA
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FOREWORD BY WARREN BENNIS

5 Stages of Culture

http://WWW-trlba”ea % of Tribes at each Stage
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20%

10%
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0%
AN, JOHN KING,
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Look forward to

each customer

- 1 Managed to recover all our #Confluence data thanks to
-~ 1 awesome Support of Gluziamendes and all the support staf at RATIassaN
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Keep
learning

again atlassian Suppon rocks and it's fast! satiassian Thanks®
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soive an 5sue that ended up bang may

ybnoayy moj|o4

Working with the Atlassian support 5 SO MUCH BETTER

than 1BM Support, | wish we could switch tools NOW!

Not wait for someone
else to fix the problem

- 1 @hziamendes Are you the same Luzia Mendes who has been
! heiping me at Atlassan Suppont? If 50, | want 1o give you a shout out on Twitter.
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ickets I've opened, FATasSAN

ving the issuesame day; Kudos.

In mmy inbox full of stalled trouble t

&

5t had & <10 min turn an

morming, Nice work!
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Xpernens

Idea Backlog
63

m LEAN-66 e
Help users understand
they’ll need a new login
for SAC (even if they

[f) LEAN-75

Clustered support ticket
almost all the time got
overlooked

[P n

. EOL versions

Unlock information stored in
SAC en masse.

[f) LEAN-77
*

[f) LEAN-37

4 Improve metrics for KB
article usage

[f) LEAN-70

4 Write Kb Articles to
OnDemand gaps

[1) LEAN-72

4 Add Sales FAQs to all Virgil
results

R Rt ki, SEDEEEERERRE .. .. K e

lck Filters: RBA Stalled Experiments CX Lean

[IpoeKT #6

‘Culture & Values - popmupyem KOnnekTuB

Research
5

[f) SET-3 i

4 Provide "in product”
guidance

[1) KAAP-308
4 Hercules V2

[1) KAAP-307
4 Hercules Reporting on
Stacktrace Misses

[1] KAAP-306

4 Hercules visualization of
matches: lightbox Ul for
viewing metadata around a

[1) KAAP-309
4 Hercules False Positive
Identification

Ready for Experiment
3

[f) LEAN-80 n

4 Analyze technical
contacts versus non
technical contacts...

[f) LEAN-42

4 Automated canned
responses from within the
browser...

[1] IDEA-145

4 Putting Virgil in SAC
tickets wil increase its
usefulness

e ——

KaaP SET OnlyMylIssues Recently Updated

Design Experiment
4

[f) LEAN-58

4 Look at effectiveness of
new issue creation
screen four months in...

[f) Cx-3
& Send surveys when
issues are resolved...

[f] LEAN-25

4 Task engineers with
processing unassigned
resolved issues...

) cx-7

4 First Response Training

Running Experiment
3

[f) LEAN-17

4 Send an automated
response about missing

[f) Cx-4
4 Inactivate issues after 1 :

day and auto-close after
5 to reduce timeouts....

m KAAP-305

4 Evaluate hercules
results for a large
sample to test

B

c

Analyzing Data

Reporting Results
7

[f) LEAN-8 e
& Scheduled Follow-up  ©

[f] LEAN-9
& Why are cases reassigned?

m KAAP-302 '
4 Knowledge as a by-
product

+

[1) kaAP-300

4 Knowledge Quadrant v2 ©

+

[f) KAAP-301 E
4 Staffing Poorly Reviewed

Popular Articles

[1) kKAAP-303 ‘
4 How many issues can
Virgil Solve?

[1) KAAP-304
4 Staffing Hercules Misses

Follow-up
0

o R
Finished Release...
13

D B

4 Use Dispatcher to

Reduce Timeouts
(1] LEAN-2 e
4 Getin contact early to :
reduce timeouts
[f) EAN-3 o

4 Automated vs. human
timeout responses

[1) LeAN-5 n

4# Replace "This issue
was” question to get
more useful data

location of the twitter
button affects

[f) LEAN-18 n
@ Confirm whether the
D konp 24 2
4 Enable Virgil for

OnDemand

[1) LEAN-88
. Resolution options should be
reevaluated




[IpoeKT #6

‘Culture & Values - popmupyemMm KOnnekTuB




“"

Hawa Cnyxba

b

KonnekTus

[TpoL,ecchl

MHCTpYyMeHTHI



O Yem bbina Peub Ha Camom [lene®

Korga B TOBapuIax coraacos Her,
Ha aaa nx aeao He rioiaer,

Il BBIIAET 113 HETO He A4eA0, TOABKO MYKa,




Cnacubo



