Jira Service Management Data Migration
Checklist

Data migration can be challenging, but we've made it easier for you. We've created a
comprehensive data migration checklist exclusive to Jira Service Management. Dive in and
simplify your migration process!

Before diving into the details, pay attention that our tool can't migrate such records as:

e CC users (migrate CC users into a custom field instead)
e Groups
e Inline images

If you still want to import the above data, request a customized migration. Contact our team to
discuss the details.

Note: When importing your Knowledge base into Jira Service Management, its dates will
change from the original ones to the dates of data migration itself.

e Help Desk Migration

How to Set up
Jira Service
Management
Demo Migration

Migrate to: 4 Jira Service Manag

.......
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lira Service Management
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Best Practices



https://help-desk-migration.com/contact-us/
https://www.youtube.com/embed/TN2F_Tm9qfE

BEFORE YOU SET UP THE MIGRATION

Run through the steps given above to prepare for Jira Service Management import:

Note: During the Demo Migration and Full Data Migration, the tickets and related data move
similarly. If some data won't be migrated during the Demo Migration, it will not migrate during
the Full Data Migration.

Once the Demo Migration is done, download reports for migrated/skipped/failed records and
check if everything migrated as you expected. If something isn't clear, contact our support
team.

1. DECIDE ON A DATE

You need enough time to thoroughly prepare for the transfer (by starting to close tickets and filter
your data, for instance). So, choose the day with the smallest amount of help desk related work.

2.INFORM YOUR TEAM

Inform your agents about Jira Service Management migration first so they can start closing tickets
before the data transfer date. This will give them enough time to get used to a new platform.

3. PREPARE JIRA SERVICE MANAGEMENT FOR THE IMPORT

Before setting up a data migration itself, run through the following steps:
1. Set up users manually

Before data migration, you need to add all users to the required project on Jira Service
Management, and their emails should be visible to everyone. Read a detailed article on how to add

users to Jira Service Management first.

2. Create matching custom fields
This will help you quickly find the needed data after the Full Data Migration.

You can create them while mapping ticket fields in Migration Wizard. Choose the needed field
value and press Add the same field on Jira Service Management at the top. To migrate
contacts, enable the Public sign-up settings. For a detailed guide, read it.



https://help-desk-migration.com/help/jira-service-management-migration-guides/#how-to-add-users-to-a-project-in-jira-service-management
https://help-desk-migration.com/help/jira-service-management-migration-guides/#how-to-add-users-to-a-project-in-jira-service-management
https://help-desk-migration.com/help/jira-service-management-migration-guides/#how-to-import-contacts-to-jira-service-management

Tickets to Issues mapping X
Check out our data mapping guide to go over this step easily and fast.

1[ ZENDESK TICKETS + JIRA SERVICE MANAGEMENT ISSUES

MISSING FIELDS ON THE TARGET PLATFORM

Custom Field Example v Add the same field on Jira Service Management

FIELDS AVAILABLE FOR MAPPING

Subject Summary B&Ea

Tags  Tags R

Organization  Organizations Y

Wz

Status v Status [required
Use for default or empty values = Open v
New  Open v
Open  Work in progress v
Pending  Reopened v
On-hold  Pending v
Solved Done v

Priority v Priority

Low Low v
Normal Medium v
High High v
Urgent  Highest v

Reset Mapping ’ Save mapping >

If you still want to create custom fields, follow the given steps:

Go to Settings > Issues > Fields (Custom fields) > Create custom fields.



Type

Classic service desk
Classic software

Classic software

Q Search ® O|C

Settings / .

ATLASSIAN ADMIN

a

JIRA SETTINGS

User management 0
Add users, groups, and manage access requests,
Billing zo.

Update your billing details, manage your subscriptions and more.

System
Manage your general configuration, global permissions, look and feel and more.

Products
Manage your Jira products’ settings and inktegrations.

Projects
Manage your project settings, categories, and more.

Issues
Configure your issue types, workFlows, screens, custom Ffields and more.

Apps
Add and manage Jira Marketplace apps.

PERSONAL SETTINGS

a

Aklassian account settings
Manage your language, time zone, and other profile information.

Personal Jira settings
Manage your email notifications and other Jira settings.



= 9@ Jira Yourwork  Projects ~  Filters ~  Dashboards ~ People ~  Apps ~

Issues

ISSUE TYPES
Issue types
Issue type schemes

Sub-tasks

WORKFLOWS
Workflows.

Workflow schemes

SCREENS
Screens
Screen schemes

Issue type screen schemes

FIELDS

Custom fields |

Field configurations

Field configuration sche...

ISSUE FEATURES

Time tracking

Custom fields

Active Trashed

Name

Affected services LOCKED
Link services from the service registry to an issue.

Approvals LOCKED
Provides search options for Jira Service Desk approvals information. This cust..

Approvers
Contains users needed for approval. This custom Field was created by Jira Serv

CAB

Change Advisory Board members

Change completion date
Specify the completion time for the change request

Change managers
Contains the change managers for the change management process.

ange reason
Choose the reason for the change request

Change risk
Change start date
Specify the time and date For the start of the change

Change type

[CHART] Date of First Response

T A AT T n m Chnbn

Type

?  Unknown

+ Approvals

l"ﬁ User Picker (multiple users)
w4 User Picker (multiple users)
o Date Time Picker

&4 User Picker (multiple users)
° Select List (single choice)
° Select List (single choice)
o Date Time Picker

° Select List (single choice)

|27 Date of First Response

*

o

Q

You currently have Yactive custom fields R€EEROHGITTE0]

Screens and contexts

1 context

1 context

27 screens, 1 context

6 screens, 1 context

6 screens, 1 context

3 screens, 1 context

6 screens, 1 context

6 screens, 1 context

6 screens, 1 context

6 screens, 1 context

1 context

7

Last used - @

Not tracked
Not tracked
Aug 19, 2020
No information
No information
No information
No information
No information
No information
No information

Not tracked

e Set the Resolution field on the mapping; otherwise, all the migrated cases will be

unresolved.

¢ You can map the Status field to the Status and Resolution fields twice.
e Add custom fields to the correct project screen in Jira Service Management.

3. Increase the size limit of attachments

To successfully import all attachments to Jira Service Management, make sure to adjust the size
limits accordingly.

4. Enable the Public sign-up settings for contact migration

To migrate your contacts, you'll need to enable the Public sign-up settings. For step-by-step
instructions, refer to our detailed guide or watch our easy-to-follow video tutorial.

5. Verify admin rights before data migration

Before starting your data migration, ensure you have admin rights for the Source and Jira Service

Management. This access is essential for a smooth and successful migration process.

6. Disable email notifications

To disable email notifications in Jira Service Management, follow these steps:

Go to Jira Service Management project > Project Settings.


https://www.youtube.com/watch?v=r7luLBRDTDw

4 Jira  Yourworkv Projectsv Filtersv Dashboardsv Teamsv Plansv Assets Appsv | @ search L0 0®

a Main Help Desk Projects / Main Helpdesk / Queues
Service

project All open tickets oo -

Queses |Q search for issues

Service requests 42 issues

[ RequestType Key Summary Reporter Assignee Status Created Time to resolution +

=]
o}
A Incidents
%]
%

Probl
roblems O (&) WAITING FOR SUPPORT 17/hug/24
changes J 8 omEn 15/Jun/23
I Postincident reviews 0 C omEN 02/Janf23
O OPEN 02/Jan/23
OPERATIONS e
Change ealendar O i opeN 02/Janf23
<2 services ] @ opER 02/Janf23
O Alerts s open 02/Janf23
u oPEN 02/Janf23
- on-call e
u| @ open 02/Janf23
KNOWLEDGE
= oPEN 01/Janf23
B Knowledge base
w open 29/Dec/22
Ll Reports
] opEN 29/Dec/22
DIRECTORY G /Dec/:
O OPEN 29/Decf22
1 Channels W
O OPEN 29/Dec/22
B custoners ®
oven 21/Decf22
& Inviteagents @® /Dec/:
SHORTCUTS 0 G open 20/Decf22
3 Add shortcur
h ] i open 15/Dec/22
{3 Project settings O g oPEN 16/Dec/22

Scroll down and click on “Notifications.” You will see the Notification Scheme linked to your
project. Click "Actions” then select "Edit Notifications.”

S Jira Yourworkv Projects~ Filtersv Dashboards~ Teamsw Plansw  Assets Appsv (@ searcn o @ 0 ®
a Main Help Desk Projects / Main Helpdesk / Project settings
Service profect Internal notifications

@ Backtoproject Notification email

domain.atlassian.com Edit

chat
Scheme
NEW
Victtal agenit Default Notification Scheme
o SHARED BY 10 PROJECTS
Satisfaction settings Edit notifications
Jira can notify the appropriate people of particular events in your project, e.g. "Issue Commented". You can choose specific people, groups, or roles to receive notifications.
Knowledge base o o ) § o Use a different scheme
The notification scheme defines how the notifications are configured for this project. Ta change the notifications, you can select a different notification scheme, or modify the currently selected scheme.
LA Notification Type Reciplents
Automation Anissue is created All Watchers
Current Assignee
Al
i Reporter
Workflows Anissue is edited All Watchers
Current Assignee
Screens Reporter
Fields You're assigned to an issue All Watchers
Current Assignee
Versions Reporter
Anissue s resolved All Wachers
Components
Current Assignee
Reporter
Permissions
An issue is closed All Watchers

Issue securi =
v Current Assignee

) Notifications Reporter
Someene made a comment All watchers
Issue collectors Current Assignee
Reporter
Development tools
Acomment is edited All Watchers
Microsoft Teams integration Current Assignee
Reporter

Slack integration

Acomment is deleted
You're in 3 company-managed project

For each event, remove the recipient types (e.g., All Watchers, Reporter) to turn off notifications.
The notifications remain configured, but no one will receive them. After removing recipients for all
necessary events, save your changes.



Issues

New Issue search

ISSUE TYPES.

Issue type hierarchy

Issue types.

Issue type schemes
Sub-tasks

WORKFLOWS

Workflows

Workflow schemes
SCREENS

Screens

Screen schemes

Issue type screen schemes
FIELDS

Custom fields

Field configurations

Field configuration schemes.
PRIORITIES

Priorities

Priority schemes

FORMS

Data connections

Issues

Edit Notifications — Default Notification Scheme

SHARED BY 10 PROJECTS.

On this page you can edit the notifications for the "Default Notification Scheme™ notification scheme.

« Add notification
« View all notification schemes

Natification Type

An issue is created (System)

Anissue is edited (System)

You're assigned to an issue (System)

Anissue Is resolved (System)

Anissue Is closed (System)

Someone made 2 comment (System)

Acomment is edited (System)

Acomment is deleted (System)

An issue is reapened (System)

An Issue Is deleted (System)

+ lJira Yourworkv Projectsv Filtersv Dashboards~ Teams~ Plansv Assets Appsv

-

Reciplents

All Watchers () (Delete)
Reporter () (Delete)
Current Assignee ) (Delete)

+ Current Assignee () (Delete)
Reporter () (Delete)
All Watchers () (Delete)

Current Assignee () (Delete)
Reporter ) (Delete)
All Watchers () (Delete)

Current Assignee () (Delete)
Reporter () (Delete)
All Watchers () (Delete)

Current Assignee () (Delete)
Reporter () (Delete)
All Watchers () (Delete)

Current Assignee () (Delete)
Reporter () (Delete)
All Watchers () (Delete)

Current Assignee () (Delete)
Reporter () (Delete)
All Watchers () (Delete)

Current Assignee () (Delete)
Reporter () (Delete)
All Watchers () (Delete)

Current Assignee () (Delete)

Q Search

To disable Customer notifications in Jira Service Management, follow these steps:

Navigate to Jira Service Management project > Project Settings.

Main Help Desk
Service project

B Queves
O Service requests
A Incidents

@ Problems

7% Changes

I} Postincident reviews
OPERATIONS

Change calendar
<5 Services

D Alerts

£+ onall
KNOWLEDGE

B Knowledge base
la Reports
DIRECTORY

G Channels

& Customers

& Inviteagents

SHORTCUTS

[ Add shortcut

{3 Project settings

Projects / Main Helpdesk / Queues

All open tickets

‘ Q Search for issues |

42 issues

() Request Type Key

a

a

[m]

o

Jira  Yourworkv Projects~ Filtersv Dashboardsv Teamsv Plans~ Assets Appsv

Summary

Reporter

Assignee

&6 6 #00S GO0

Status

WAITING FOR SUPPORT »

oPEN

oPEN

oPEN

oPEN

oPEN

oPEN

OPEN

oPEN

oBEN

Q search

Created

17/Aua/24
15/Jun/23
02/Jan/23
02/Janfz3
02/Janf23
02/Jan/23
02/Jan/23
02/Janf23
02/Janf23
01/Jan/23

29/Dec/22

29/Dec/22
29/Dec/22
29/Dec/22

21/Dec/22

20/Dec/22

15/Dec/22

16/Dec/22

Scroll down and select "Customer notifications". For each rule, turn off "Enable."

| @ 0 ®

Q Search Jira admin

@

Actions

Add

Add

Add

Add

Time to resolution




Main Help Desk
service project

© Backtoproject

Issue types ~
Request types

Forms

External resources

Change management

Incident management

Customer permissions
Language support
Portal settings
Email requests

) customer notifications
widget
Chat
Virtual agent NEW
satisFaction settings
Knowledge base
SLAs
Automation

Apps

Workflows

Screens

Jira Yourwork~ Projectsv Filtersv Dashbosrdsv Teamsv Plansv Assets Appsv

Projects / Main Helpdesk / Project settings

Customer notifications

Sender name

Configure how notifications sent from this service project display the email sender name.
Learn more about custom sender name in customer notifications

© Display the user’s public name for user-generated messages. Otherwise, display the portal name. @

Always display the portal name of this service project. Change portal settings

Templates

Q search ' QO O .

Templates change the ook and style of request-related and custom notifications. You can add logos and variables, change the subject line, and more.

Edit templates

Notifications

These are the notifications your service project sends to customers. You can change their recipients and content, or disable them.

Name.

Customer invited

Request created

Public comment added

Public comment edited

Request resolved

Request reopened

Participant added

Organization added

Approval required

Type

Account

Request

Request

Request

Request

Request

Request

Request

Request

Description

When a customer is invited to your service project portal, they are sent
an email.

when customers create requests in the portal or send an email to your
email channel, your service project sends a confirmation that their
request was received

‘When a comment that is visible to your customers is added to the
request/issue, your service project sends all the customers involved on
the request a notification.

When a comment that is visible to your customers is edited, your service
project sends all the people involved on the request a notification,

When a request resolution field is set, your service project notifies the
reporter and all customers involved. This notification is sent to the
reporter even if they have turned off notifications for a request.

When a request's resolution Field is cleared, your service project
notifies all people involved.

when participants are added to a request, your service project notifies.
the new participants.

When a request is shared to an organization, your service project
notifies the organization's members so they can opt-in to further
updates.

When a request transitions to an approval stage of its workFlow, your
service project notifies approvers that they must act on the request.

Enable

@

@

@

Action

Edit

Edit

Edit

Edit

Edit

Edit

Edit

Edit

Edit

To temporarily disable all outgoing emails in Jira Service Management through Global

settings:

Go to the Jira Service Management administration dashboard. Click the gear icon (

@ ) in the

upper-right corner to open the settings menu. From the dropdown menu, select System" to

access system settings.



[Q Search ]' o ] .

Settings

PERSONAL SETTINGS

Atlassian account settings [A

Manage your language, time zone, and other profile information.

E Personal Jira settings

Manage your email notifications and other Jira settings.

St
JIRA SETTINGS Tip: Try ctrl k to search Jira settings

Wi E Systemh

Manage your general configuration, global permissions, look and feel and more.

oP
E Products
ol Manage your Jira products’ settings and integrations.
E Projects
oP Manage your project settings, categories, and more.
oP Issues
il Configure your issue types, workflows, screens, custom fields and more.
OP
e
Add and manage Jira Marketplace apps.
OP
ATLASSIAN ADMIN
OP
a User management [
OP Add users, groups, and manage access requests.
oP Bllllng E
Update your billing details, manage your subscriptions and more.

OP-.-' o N N N

On the left-hand sidebar, scroll down to "Outgoing Mail" and click to access global email
settings.



i P JirQ Yourwork~ Projectsv Filtersv Dashboardsv Teamsw Plans v

System System
Announcement banner Settings
IMPORT AND EXPORT
Backup manager General Settings @
External System Import Ticle

Emall from

Import Jira Cloud
Introduction
Import Jira Server

Migrate cloud site
Internationalization @

MAIL
indexing language

Global Mail Settings

Incoming Mail

Send email

ADMIN HELPER

permission helper

Unblock user invites NEW
SHARED ITEMS.

Filters.

Installed languages
Dashboards

ADVANCED
Attachments
Events
WebHooks

LexoRank management

Q Search e @ 0 ®

Q search Jira admin

Advanced Settings  Edit Settings

Jira

S{fullname} (Jira)

English - Aggressive Stemming

Chinese (China)
Chinese (Taiwan)
Czech (Czechia)
Danish (Denmark)
Dutch (Netherlands)
English (United Kingdom)
English (United States)
Estonian (Estonia)
Finnish (Finland)
French (France)
German (Germany)
Hungarian (Hungary)
Icelandic (Iceland)
Iealian (italy)
Japanese (Japan)
Korean (South Korea)
Norwegian (Norway)
Polish (Poland)
Portuguese (Brazil)
Portuguese (Portugal)
Romanian (Romania)
Russian (Russia)
Slovak (Slovakia)
Spanish (Spain)
Swedish (Sweden)

Click the "Disable Outgoing Mail" button. If a confirmation dialog appears, confirm the action.
Once disabled, the status will change to "Disabled," indicating that no emails will be sent from
Jira Service Management until this setting is re-enabled.

#i 47 Jira  Yourwork~ Projectsv Filtersv Dashboardsv Teamsw Plans» Assets Apps~

System
System

General configuration " .
Outgoing Mail

TROUBLESHOOTING AND

SUPPORT

Audit Log

SECURITY

Project roles

Global permissiens

Issue collectors

AUTOMATION

Global automation

USER INTERFACE

Default user preferences

Default dashboard

Look and feel

Announcement banner

IMPORT AND EXPORT

Backup manager

External System Import

Import Jira Cloud

Import Jira Server

Migrate cloud site

MAIL

Global Mail Settings

7. Disable automations

Q search e @ 0 ®

A 2 Search Jira admin

Disable Outgoing Mail

To disable all active automations in Jira Service Management, follow these steps:

Navigate to the project where you want to disable the automations. Click "Project settings,"

located in the lower-left corner.
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Main Help Desk Projects / Main Helpdesk / Queues

Service project All open tickets = &

Queses |Q search for issues

Service requests 42 issues

=]
o}
A Incidents
%]
%

(1 Request Type Key Summary Reporter Assignee Status Created Time to resolution +
Problems —
O (&) WAITING FOR SUPPORT 17/hug/24
changes (&) oEn 15/Jun/23
I Postincident reviews 0 . omEN 02/Janf23
O OPEN 02/Jan/23
OPERATIONS .
Change ealendar = i opeN 02/Janf23
<2 services @ open 02/Jan23
O A s open 02/Janf23
a oPEN 02/Janf23
- on-call .
u| @ open 02/Janf23
KNOWLEDGE
= oPEN 01/Janf23
B Knowledge base
] w oPen 29/Dec/22
Ll Reports
) opEN 29/Dec/22
DIRECTORY c /Dec/:
0 open 29/Dec/22
G Channels Ll /
0 ) OPEN 29/Dec/22
B custoners ®
oren 21/Dec/22
& Inviteagents @® /Dec/:
SHORTCUTS 0 i open 20/Decf22
3 Add shortcur
O Iy open 15/Dec/22
{3 Project settings 0 a —_ 16/Dec/22

In the project settings menu, select "Automation." You'll see a list of all automation rules
associated with the project. Identify the rules that are currently active. For each active automation
rule, toggle the status from "Enabled" to "Disabled." Confirm or save changes if prompted to
ensure the automation rules are disabled.

S0 Jira  Yourwerk~ Projects~ Filters~ Dashboards~ Teams~ Plansv Assets Apps~ Q Search * 0 0 ®

Main Help Desk Projects / Main Help Desk / Project settings
Automation Global administration (reaterula

4 Rules @ Auditlog D Templates L= Usage

service project

@ Backtoproject

Customer notifications

Q Filker rules @ Scope:Projectrules 4 Action @ Label  Edit labels
Widget

Name* Labels Owner Scope Updated Enabled Actions
Chat

h i ~ th

When a change management request is created — then update change type change management x . — g T m
Virtual agent NEW and risk

When a change request is created - then attach the default change <
SatisFcton settings s Sstem e [CRURETNSGEERH @ sobnvoe P mankelpoesk  ayearago
Knowledge base When a comment is added — update the status @ John Doe mMain HelpDesk  ‘aweekage

When a low risk change management request is in review - then move N
stas 9¢ maniag 4 (Change maTegETENER @) John Do P vain Helpbesk 2 yearago
request to EUD’EVE{]

) Automation

Workflows
Screens

Fields

Versions
Components
Permissions

Issue security

Notifications

Issue collectors

Development toals

Microsoft Teams integration

Slack integration .

Repeat this process for all active rules and review the list to verify that no rules remain enabled.



4.CONSIDER THE PECULIARITIES AND LIMITATIONS

When migrating to Jira Service Management, consider the following peculiarities:

* There are two types of projects in Jira — Classic and Next-gen. Our tool only migrates to
Classic projects. If you want to import data to a Next-gen project, check out a guide with a
video.

e By default, you can only set one issue type per migration applied to all issues. If you want to
transfer multiple issue types, dive your data migration into parts. Then migrate tickets of
every ticket type separately.

e You can move organizations to Jira Service Management by default, but they won't link to
tickets.

e Jira's APl doesn't support the import of custom fields for organizational entities directly.
However, there's a workaround. However, you can migrate organizations in a separate data
migration via CSV file. Jira will then automatically update the custom field data for the existing
companies. For the companies not currently in the system, Jira will populate the custom
fields with the data from your imported CSV file.

Prepare your CSV Upload your €SV

Before you begin

« Create your organization detail fields
« Read the import guide

Choose what you want to import
© Import details but don't add organizations te this project
) Import details and add organizations from this site to this project

Download template Cp> Cancel

e Do not deactivate end-users because our tool won't migrate their cases.

e If a contact has a private email in Jira SM, our tool automatically creates a new contact;
Migration Wizard adds +1 to the original email address.

e |f a contact is deleted in Jira Service Management, the Migration Wizards creates a new
contact by adding +1 to the original email. Notice that Jira Service Management reserves the
original email for 30 days after deletion. During this period, our tool cannot set up a contact
with the same email address.

Note: To configure the Jira Service Management connection, you need to pick up a Project
where our tool will transfer your data. If you want to import records to multiple projects, you
need to set up a data migration for each project.

5. SEE IF YOU NEED CUSTOMIZATION

When migrating to Jira Service Management, you can apply some ready-made customizations:


https://help-desk-migration.com/help/jira-service-management-migration-guides/#how-to-migrate-to-a-next-gen-project-in-jira-service-management
https://help-desk-migration.com/help/jira-service-management-migration-guides/#how-to-migrate-to-a-next-gen-project-in-jira-service-management

e Add a tag to the migrated tickets

e Skip attachments

e Migrate ticket side conversations

e Migrate newest records first

e Migrate call recordings (if only Zendesk is a source platform)
¢ Demo with custom data

MIGRATION NUMBER: 0AOOOAOAAAOOOA © MAPPING

Select Objects

-
From: ZENDESK 2T ZENDESK 4 JIRA SERVICE MANAGEMENT
HELP DESK OBJECTS

Organizations Organizations

Url: https://domain zendesk.com

To: JIRA SERVICE MANAGEMENT

Customers Customers
Url: https://domain.atlassian.net

B S ervice Desks: M project Tickets 0 Map fields Issues

Issue types: Task

W Choose Objects: NOT SELECTED Migrate side conversations

Move all your side conversations

(] Demo with custom data

o

Choose up to 20 records by IDs and import them to check how the data lands on a target. Contact support if you want to import more than 20
records.

Migrate call recordings
Move all your call recordings as attachments

() Skin attachments
Keep ticket attachments, or leave them behind to save storage space or migrate faster

IMPORTANT MIGRATION NOTES Migrate inline s ticket attachments

even when your source is unavailable. It may increase the migration time

e . i e Keep embeda;
Data transfer in the Full Migration will mirror

the Demo process. Review the Demo results
thoroughly to ensure everything is on track. If
you need assistance, don't hesitate to reach out.

Add a new tag to tickets
Mark the migrated tickets with tag(s) and sort them out easily on your destination platform
A tagand ress comma
Aswe prepare for the Full Data Migration,
here's a brief checklist to ensure a smooth
process:

+ Custom field mapping: Make sure you KNOWLEDGE BASE OBJECTS
have created and properly mapped all the Categories Categories
custom fields.

* User setup: All the users are created, Sections Folders

added to a required project and accepted = — —
icles ontents
invites, and properly matched.
» Resolution field setting: The resolution

(] Demo with custom data
field is mapped. If it isn't mapped, all the =

Choose up to 20 records by IDs and import them to check how the data lands on a target. Contact support if you want to import more than 20
tickets will migrate as Unresolved. records.

» Integrations off: You have turned off all
the integrations.

When migrating to Jira Service Management, you can add tags to identify the migrated data. You
can also migrate inline images as attachments. Note that this option can take longer to migrate
data.

Besides, you can migrate call recording if your source help desk is Zendesk. Or skip
attachments to speed up data migration. Finally, to test our Migration Wizard with a specific data
set, choose Demo with custom data for both tickets and articles.

Note: Some automated options depend on your source help desk. Check out an article to find
more details.

If you want to adjust your records transfer, request a Custom data migration. The popular
customizations list includes:

e Migrate inline images
e Data filtering by different criteria (creation date, tags, custom fields, groups, organizations,
assignees) migrate into different projects


https://help-desk-migration.com/automated-options/

e Change of the default migration process (migration of change and problem objects as tickets,
migration of ticket events as private notes, migration of the information related to inactive
users)

e Migration of the information from the integrations (migration of linked Jira task ID or URL)

e Adding information to the migrated data (marking tickets with extra tags, adding legacy ticket
ID to the ticket subject)

YOU'RE ALMOST READY

1. FIND ACCESS CREDENTIALS

When running a Demo Migration, you need to have access credentials to the source platform and
Jira Service Management.

To connect Jira Service Management with our tool, you need:

e URL: URL of your company's Jira Service Management account.


https://app.help-desk-migration.com/migration/create

Username: Go to Icon > Profile; find your Username under the Contact.

API Token: Go to https://id.atlassian.com/manage/api-tokens > Create API token > press

"Create" > Copy the token to the clipboard. Be sure to save the APl Token because you can’t
see it later.
Then, choose the project you will import data to or export records from.

Note: Only the admin should generate the API Token. The API's name should also correspond
to the admin's username.

2.INITIARE THE DEMO MIGRATION

Run a Demo Migration to test out the possible outcome of the Full Data Migration. During the Free
Demo, our tool migrates 20 random tickets and articles from your current solution to Jira Service
Management. Run it as many times as you need.

Run through the steps below:
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. Sign in to your Migration Wizard or create an account.
. Connect your source and target solutions.

. Pick up a Project to connect Jira Service Management.
. Select the data you want to import.

. Match agents.

. Map tickets and articles route.

. Pick up automated options.

. Run your Free Demo Migration.

AFTER THE DEMO MIGRATION

1. CAREFULLY CHECK THE RESULTS IN JIRA SERVICE
MANAGEMENT

After a Free Demo Migration, check out a table with four different columns or records:

all available records
migrated records
failed records
skipped records

Download reports on migrated, failed, and skipped records to study the results. As you check the
migrated data, pay special attention to:


https://help-desk-migration.com/automated-options/
https://id.atlassian.com/manage-profile/security/api-tokens
https://app.help-desk-migration.com/migration/create
https://help-desk-migration.com/automated-options/

¢ all comments got migrated, and if the authors of the comments are the same

* the tickets are assigned to the correct agents

¢ all the custom fields were migrated

e the customers and companies are migrated correctly

¢ the attachments and labels are migrated (download attachments from your destination
platform to see if everything was transferred correctly)

Note: if something hasn't migrated during Demo Migration, it won't transfer during the Full
Data Migration.

Read an exclusive guide to check Jira Service Management migration results for more detailed
information.

2.GET A CUSTOM DEMO

If the Custom Demo hasn’t met your requirements, you can request the Custom Demo. Contact
our team beforehand to discuss all the details.

DURING THE FULL DATA MIGRATION

1. CHOOSE YOUR MIGRATION: DEFAULT OR WITH DELTA

If you need to use one of your help desks during the Full Data Migration, consider your options:

e Work with a source help desk during the Full Data Migration. However, the created or updated
records won't migrate to Jira Service Management. So, run the Delta Migration so as not to
lose that data.

e Continue to run your work on your target help desk.

As the Full Data Migration runs in the cloud, you can:

e Check how your data migration is going in Migration Wizard
e Wait for our support team to reach out to you

2.DON'T MAKE ANY LAST-MINUTE CHANGES

Any alteration can take more time to migrate your data or suspend your migration at all. If you
identified duplicated or unnecessary data on the source help desk, let it go through. Better audit
migrated records on Jira Service Management after the data migration.


https://help-desk-migration.com/help/jira-service-management-migration-guides/#how-to-check-the-result-of-demo-migration-in-jira-service-management
https://help-desk-migration.com/contact-us/
https://help-desk-migration.com/contact-us/

If new tickets are coming into your source help desk, you can opt for the Delta migration to
migrate them to Jira Service Management.

Note: Delta migration is available in the Signature support package.

3. START FULL DATA MIGRATION

The Migration Wizard imports each record one by one to a chosen project. Depending on your
number of entities, the process may take from 20 minutes to a few days.

The Full Data Migration starts if:

e Your payment is confirmed. It may take some time, so make a transaction in advance or
schedule data migration.

e You've agreed to the checklist. Press on the corresponding checklist to open a mini-guide
of the essential steps you need to take before transfer. Once you have completed all the
steps, put a tick in a checkbox.

AFTER THE IMPORT IS DONE

1. CHECK ONCE AGAIN

Your Full Data Migration is completed, so start to study to see if everything migrated correctly.
You have five days to check the results until Migration Wizard archives your data migration.

If you can't locate something, ensure that search filters are set for all tickets and any period. If the
problem still remains, drop a line to our support team.

2. UPDATE YOUR NEW PLATFORM

 If you migrated Knowledge Base articles, manually update internal links.
e Turn on all communication channels.
e Re-forward your emails to Jira Service Management.


https://help-desk-migration.com/help/get-started/#how-to-find-ticket-ids-for-free-demo-with-custom-data
https://help-desk-migration.com/contact-us/
https://help-desk-migration.com/help/billing-and-pricing/#support-packages-explained-what-is-it-and-why-do-you-need-it

