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Our Collective Opportunity



$15B  
growing 13% annually

($6B ITSM + $9B non-ITSM)

SAM 

JSM expansion
potential 

>350k  
Atlassian accounts can 

add JSM (65k+ already did) 

JSM sustained
growth

50%  
growth of JSM Premium & 
Enterprise edition sales

YOY 

Service 
management

Mid-Market represents majority of Atlassian accounts

Market Opportunity for Service 
Management 



ATLASSIAN Platform

The Integrated Ecosystem - Atlassian Platform





Empower teams to deliver 
exceptional experiences



Customer Service 
Management

Jira Service 
Management

Rovo Agents

Assets

Elevate Support 
for Everyone

Accelerate 
Innovation

Ship faster. Stay running. 
Connect Dev, Ops and 

Support teams on a single 
platform to increase velocity 

and minimize downtime.

Unlock teams to create AI 
workflows that deliver 

contextual, 24/7 support 
experiences to both 

employees and customers.

Get started fast and scale 
experiences as needed - 

without the cost and 
complexity of legacy 

platforms.

Deliver Value Fast



Empower all teams to deliver an 
intuitive service experience

Leverage AI to boost self-service, 
productivity, and knowledge 

Improve ROI with fast set up and 
onboarding - without additional 
modules

Elevate support for everyone

Source: Forrester's Total Economic Impact™ Of Atlassian Jira Service Management (2024)

30% of requests resolved with Rovo 
AI without needing a human agent



Accelerate innovation

Source: Forrester's Total Economic Impact™ Of Atlassian Jira Service Management (2024)

55 minute reduction in MTTR with AI

Unify Dev, Ops, and Support 
on a single platform

Improve productivity, visibility, 
and collaboration 

Simplify change and prevent issues 
with Rovo AI, while making root cause 
easy to identify



Deliver value fast

Source: Forrester's Total Economic Impact™ Of Atlassian Jira Service Management (2024)

Licenses

Additional Modules

COSTS

Implementation

Operations & Maintenance

Licenses

Traditional ITSM Tool Service Collection

$2.3M in cost 
savings*

Implementation Services

Operations & Maintenance

Atlassian Marketplace

275% return on investment

Optimize ROI with fewer resources to 
implement and manage the platform

Standardize and integrate tooling 
across the enterprise 

Transparent pricing and sales process



Jira Service Management customers



a

Competitive Landscape: Top 5 Market Share Lead

Source: Gartner Market Share Analysis: IT Operations Management, 
2025 (June 2026)

# VENDOR REVENUE SHARE YOY GROWTH

1. ServiceNow $4,987M 31.8% +14.66%

2. BMC Helix  $955M 6.1% N/A 

3. Atlassian $909M 5.8% +27% 

4. ManageEngine $768M 4.9% +17.15%

5. Flexera $473M 3.0% +11.04%



What this means for Partners? Key Gartner Findings 

● Growing number of clients exploring 
alternatives to ServiceNow ITSM 

● Primary drivers: high licensing costs, 
licensing complexity and 
administrative burden 

 
● Clients do not fully leverage existing 

capabilities - over licensed and 
underutilised

 
● Enterprise tier exits need 15-24 

months lead time - urgency is now 

● Gartner is telling clients to plan their exit - the 
conversation is legitimized 

● Customers need migration partners - this is a 
services opportunity

● Renewal windows are the trigger - align outreach 
to contract renewals 
 

Gartner published the ITSM Platform Migration  
Playbook 

aSource: Gartner, “The ITSM Platform Migration Playbook When Leaving ServiceNow” 



Every Team is a Service Team! 

JIRA SERVICE MANAGEMENT
CUSTOMER SERVICE 

MANAGEMENT

40% of I&O leaders will be required to support an Enterprise Service 
Management program by 2026, up from 10% in 2023.  Gartner



Top reasons for replacing the current  ITSM solution
● Lower the TCO for the current ITSM tool.
● Gartner research shows many enterprises overspend on ITSM 

tools.
● Modernize current solution (legacy tools)
● Bring IT, dev, customer support and business teams into a unified 

platform
● Seeking better ways of working (agile ITSM)

SERVICE MANAGEMENT TRANSFORMATION | Key 
Use Cases



● Using ServiceNow (entrenched) OR
● Individual departments needing an 

ESM solution 

Co-exist / Land & 
Expand

SMB/ Mid-market: Customer is using:

● All competitors: BMC, Ivanti / 
Cherwell, Freshservice,  Zendesk, 
ServiceNow

● Homegrown tool

Enterprise:  Customer has 

● Cost- complexity fatigue with 
existing tool

● Large Atlassian/Jira footprint
● Strong Atlassian Champion 
● Existing footprint of JSM in pockets

Displacement 

GTM Strategy 

GTM Strategy

Challenge: Stiff competition from entrenched ITSM incumbents with larger enterprise sales motions 



Zelis needed a scalable solution that integrates with systems 
like Workday. Zelis chose JSM as part of a consolidation and 
business transformation initiative with the Atlassian Cloud 
platform.
JSM's flexibility, ease of use, and automation benefited both 
IT and HR. .

Atlassian transformed 
Zelis’ HR and Onboarding 

“Before Jira Service Management I got a complaint that it once 
took a new employee a month to get their laptop. After 
implementing JSM, I got another complaint:  a laptop had arrived 
too soon, 10 days before the employee started. That’s a 
complaint I can live with.”

 - Wendy Zacchio, CIO, Zelis

Atlassian Marketplace app: OnRamp 
from Onward
Competitor: ServiceNow

Zelis: Healthcare IT company that processes $229B in 
payments and aims to modernize the financial experience for 
insurance companies.



Matthias Hansen, Chief Technology Officer
Domino’s Pizza Enterprises Ltd. 

“We replaced 6 different solutions 
with Jira Service Management 
to support 3,800 stores across
12 markets.”

6
tools consolidated into

Jira Service Management

stores across
12 markets supported by

Jira Service Management

3800



Jose Luis Lizarraga Castro, Former It Support Engineer, Engie Mexico

“We were able to implement the 
Premium version of Jira Service 
Management and still save 67% 
on licensing costs in comparison 
to ServiceNow.”

67%
reduction in license costs

hours saved every month

200

100%
SLA compliance



Ankit Gupta, General Manager Of Group Technology
The Warehouse Group

“With Jira Service Management, 
we’ve been able to scale so 
our teams across the business 
can access information, 
collaborate, and work faster”

14x
faster implementation than 

previous ITSM tool

lower total cost of ownership

~25%

6
months to see ROI with Jira 

Service Management



● Land: Why are they looking for a different solution? What are the pain points they are looking to 
address e.g. TCO reduction, cost-effective scale, platform standardisation 

● Land: When does this existing ITSM contract renew? 

● Land: Do they have a large Atlassian /  JIRA footprint already? This is the strongest indicator for 
displacement success 

● Expand: Which teams are using Jira Service Management? (e.g. development, IT support etc.) 

● Expand: How is Jira Service Management adoption? Drive services opportunity for optimisation, 
expansion, upgrade 

● Expand: How are other teams (e.g. non IT teams like HR, Facilities, Procurement etc  providing 
service today? (e.g. manual tools like email; another vendor like ServiceNow, Zendesk, etc.) 

Step 1: Gather Customer Context and 
Identify Champion



Step 2: Map JSM Opportunities to Use 
Cases 

Modern IT 
Operations

Customer Service 
ManagementModern Support

Empowering every 
team to deliver 

exceptional service 
experiences

Empowering IT Ops 
with modern ways 

of working to 
accelerate service 

recovery and 
optimize operations

Empowering 
customer service 

teams with unified 
workflows and shared 

data to improve 
resolution times, 

visibility, and 
customer experience

Service Management 
for Developers

Empowering 
developers to 

streamline requests, 
automate approvals, 

and improve 
collaboration 

between Dev & IT 
Ops 

SERVICE MANAGEMENT 
TRANSFORMATION 





Jira Service Management Customer Service Management

Both share common service management technology 
Queues, SLAs, channels, forms, reports, and more 

● PURPOSE: For managing services inside 
the company

● END USER: Employees
● CAPABILITIES: ITSM & ESM specific, such as 

requests, incident, change, problem and 
asset/configuration management

● ACCESS: Private to an organization, 
internal credentials required

Both are built on the Atlassian platform
Rovo, Teamwork Graph, Automation, Analytics, Security & Controls, Infrastructure and more

● PURPOSE: For managing services for  
external customers

● END USER: Customers
● CAPABILITIES: CSM specific, such as 

customer context, customer hub, customer 
support AI agent, CRM integration

● ACCESS: Publicly available to external 
customers for support requests 

Why use Customer Service Management? 





Services Opportunity for Infosys 
The Service Collection opens a major growth opportunity to extend ITSM success 
into new buying centers like Business Teams, Customer Support - driving broader 
adoption, AI-powered transformation and integrated workflows across every 
service team.  

Land & Expand 

Partner services opportunity 
includes discovery/ 
assessment, POC, design & 
implementation, training, 
managed services, 
optimisation, org. change 
management 

Lead with Rovo/ AI

Build and optimize custom 
agents through consulting 
services. Create long term 
service engagements 
around AI governance and 
transformation. 

Differentiate

Deliver unique,industry / 
vertical solutions. Integrate 
workflows, data and context 
for end-to-end 
transformation. 



Confirmed Partner

Pending Partner



Detect Prevent Resolve

AI-native experiences

Powered by Teamwork Graph 

JIRA SERVICE MANAGEMENT | AIOPS VISION



Impact of AI in 
Service Collection

reduction in alert noise

6x5575%
mins saved per incident faster PIR creation

The Total Economic Impact™ Of Atlassian Jira Service Management: A 
Forrester Total Economic Impact™ Study Commissioned By Atlassian, 
December 2024 

Average based on compression of tenatns who have at least 5000 
alerts in a month

AI in Jira Service Management has reduced the average amount of time 
spent drafting a PIR from 40 minutes to 6 minutes.



Vodeno’s success 
story

02

Vodeno, now part of the UniCredit Group, is a leading 

cloud-native Banking-as-a-Service provider. Under 

UniCredit’s umbrella, it aims to drive European expansion, 

targeting 2.5 million new clients in three years with scalable 

embedded finance solutions.



Manual triaging and allocation

Drowning in alert noise

1 week to resolve an incident

BEFORE

Continuous firefighting

Bruteforce analysis

Source: Reported by R. Starzec, Vodeno
https://www.atlassian.com/customers/vodeno



Smarter resolution
with Rovo suggestions

Quicker detection 
with alert grouping & smart incident creation

<1 day to resolve an incident

AFTER

Proactive prevention
with automation & change management

Source: Reported by R. Starzec, Vodeno
https://www.atlassian.com/customers/vodeno









JIRA SERVICE MANAGEMENT | SMARTER RESOLUTION WITH ASSETS



https://docs.google.com/file/d/1764F3aPPhW8oIPUrTCniUYzBLYBPg9kv/preview


JIRA SERVICE MANAGEMENT | PROACTIVE PREVENTION WITH CHANGE MANAGEMENT



Thank 
You!  



Quiz: 1
Which teams are the core target users for Service Collection?

A. IT teams

B. HR, Facilities, Legal, Finance, and IT service teams

C. Development teams

D. Customer support teams

E. All of the above 

✅ E) All of the above



Quiz: 2
A customer says: “HR, Finance, and Facilities all use different tools and nobody 
can see end‑to‑end resolution time.” How should you position Service 
Collection?

A. As a helpdesk for IT only

B. As a unified platform that standardizes request intake, workflows, and reporting 

across all these teams

C. As a replacement for their ERP

D. As a monitoring tool 

✅ B) As a unified platform that standardizes request intake, workflows, and reporting



Quiz: 3
In a multi‑team rollout, what is a recommended approach?

A. Start all service teams at once, with custom workflows

B. Start with 1–2 anchor teams, use templates and best practices, then scale to others

C. Start with development teams

D. Let each business team design its own tool and process independently

✅ B) Start with 1–2 anchor teams, use templates and best practices, then scale to others



Quiz: 4
For a sales opportunity, when is Service Collection most relevant?

A. When a customer wants cheap ITSM platform

B. When a customer wants to standardise how all service teams work and report value

C. When a customer is only interested in agile planning and execution for software teams

D. When a customer wants a CRM system

✅ B. When a customer wants to standardise how all service teams work and report value



Quiz: 5
 In a competitive deal, how should you differentiate Service Collection from a single-function 

ITSM-only competitor?

A. Emphasise that Atlassian doesn’t support non‑IT teams

B. Focus on how Service Collection supports multiple service teams on one platform and connects to work in Jira

C. Explain that it’s only about cost savings and faster time to set up and maintain the platform 

✅ B.  Focus on how Service Collection supports multiple service teams on one platform and 
connects to work in Jira Software/Confluence


