Setting Up and Using Ping Phone in Jira

Objective

This SOP outlines the steps to install and configure the Ping Phone app in Jira, ensuring
effective communication and ticket management.

Key Steps

1. Install the Ping Phone App 0:04
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e |Install the Ping Phone app in the desired workspace.
e A pop-up will appear; choose 'Manage App' to access configuration options.
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2. App Management 0:31

Q Search [% Rovo chat 90 fo N

4 Jiraservice Management  Yourwork~  Projectsv  Filtersv  Dashboardsv Teamsv Assets Appswv [oU

Q Search Jira admin

Apps
Manage apps
@ Managing subscriptions made easier! You can now view and manage all billing-related queries and app subscriptions from the billing section in
minists
Learn more about biling administration - Dismiss
[\ The app management experience will now have a new home within Connected Apps. The current in-product experience via the Universal
Plugin Manager (UPM) will be progressively deprecated.

The deprecation will only affect the Cloud version of UPM, and not the Data Center or Server versions. However, some capabilities, such as
app editions, will only be available in the new app experience. Pl our detailed and take any necessary

action.

You can access and manage your apps via the following:
1. From the Connected Apps section, where you can manage all your product apps in a single place.
2. Within the product via Apps > Manage your apps , to manage product-specific apps.

You can install, update, enable, and disable apps here. Find new apps.

Filter visible apps = User-installed v + Build a new app

User-installed apps

> © JIRA Toolkit Plugin

© Ping Phone
Auditiog | Settings
The Universal Pugin Manager (v1001.0.0.SNAPSHOT) by Atassi

e Navigate to 'Apps' in the menu.
e Select 'Manage Your Apps' to find the Ping Phone app.
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3. Assign Phone Numbers to Projects 0:40

e Coordinate with your admin team to assign a phone number to your Jira instance.

1 @) SwaserviceManogement  Yourworkv  Projectsv  Filtersv Dashboards~ Teamsv Assets  Apps

Ping Configuration

Project List

h Jira project by editing values in the table below.

Project Key Project Name Phone Number Issue Type Status

DEMO  Demoservice 158396747 Dema . T .| @
project o v

PCSD PingPilot 414158396747 Demo . x o .| @
Customer Service o -

Demo

@ o configure a project, select a phone number and update any other settings. Changes are saved automatically.

N

e Map phone numbers to projects:

o One phone number to one project.

o One phone number to multiple projects.

o Multiple phone numbers to multiple projects.
(Optional) Configure IVR for a single phone number to route calls to different projects
based on user input. (Contact us to activate and configure IVR feature)
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4. Start Ping Phone with SSO or credentials 1:19

@& Chrome Fle Edt View History Bookmarks Profies Tab Windaw Help

© 0 O bemoseniceproect-a
B pingemo.atiessian netfirajservicedesk/proj Y —— e @ & EBHD Ol &=
i (4 Jira Service Management  Yourworkv  Projectsv  Filtersv  Dashboardsv  Morev A 1day left Q search [% Rovo chat 9 Q0 ®
Teams >
,  Projects / Demo service project | Queues A Opening external page on
All open @ o - launcher.myapps.microsoft.com
| Apps. > Ping Phone is sending you to an external page. Ensure
Search work Q| Status v Assignee v Requesttype v  More +| Your apps you trust that page before you continue,
microsoft
© Ping Phone
22 work items Learn more about app security Cancel  Continue
e Yo7 VO CEa
T Key Summary Reporter o fater i marketplece anps et ntearate your Created + & to resolution
O 8 oemom anew ticket for the demo Ping Phone 8 casy Agile TeamRhythm T 28Mayi2s May 30 NG PM 11
O B oemo-mo at. Ping Phone © Bigicture (Project Management) B 22May/25 May 26 02:40 P
O B  oemo-109 new employee onboarding Ping Phone @i Power BI (Analytics) v 22/May/25 May 26 01:49 PM ()
] e -1 I t ff Ping Ph 15/May/25 ::
DEMO-104 E?:':I:\EQE wenty seven o ing Phone Explore more s0ps T IMay/2! May 19 02:3a pm (I)
B  Demo-102 a pick up truck Ping Phone Manage your apps T 12/May/25 May 15 09:00 AM ()
DEMO-97 1 lost my marbles Ping Phone View app requests 01/May/25 May 06 09:00 AM ()
DEMO-96 i'm looking for a new bike Ping Phone Promotions 01/May/25 May 05 03:53 M (I)
DEMO-95 i'm looking for some hot tamales Ping Phone @ chad compron OPEN 30/Apr/25 May 02 11:20 aM ()
DEMO-94 i can't find my keys Ping Phone @ chod compton OPEN 24/Apr(25 Apr28 01:52pM ()
DEMO-92 and we talk through how that can Ping Phone @ chod compton OPEN 23/Aprf25 Apr25 1112 AM ()
be really powerful
DEMO-88 my fries are too good Ping Phone @ Tomkovy opeN 21/Apr/25 Apr 23 11:49 Am ()
DEMO-87 my trash cans still over and i Ping Phone @ chad compton oPEN 21/Apr/25 Apr 23 09:00 AM ()
can't find them
DEMO-81 anonymous call about an Ping - Voice, SMS, @ Tomovy opeN 10/Apr/25 Apria 0322 M ()
eemployee on the tip line Chat & More
0 DEMO-79 employee #97 off boarding Ping - Voice, SMS, @ Tomovy oPEN 09/Apr/25 Apr1103:27 pM (D)
Chat & More
O B oemoo ‘Track & improve your team's Example Customer © unassigned WAITING FOR SUPPORT 25/Marf25 Mar 2712:00 P (T}
performance

e Launch the Ping Phone app by Selecting Apps > Ping Phone and right mouse click to
open in a new window like in the image. This will give you a soft phone that can always
be visible and answer calls with Ticket “pop” for the related ticket and ticket history.

e You can log in with Single Sign-On (SSO with Microsoft Entra / AD and Google) or
credentials.

e You can use this soft phone and access the callers tickets even if you don’t have Jira
open in another window or tab.
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5. Make a Test Call 2:10

Profias

4 Jira Service Management  Your work~  Projects v
,  Projects | Demo service project / Queues
All open
Search work Q| Requesttype v Status v Assignee v

21 work items.

oo

(<}

a

Key Summary

DEMO-110 at

DEMO-108 new employee onboarding

DEMO-104 employee twenty seven off
boarding

DEMO-102 a pick up truck

DEMO-87 llost my marbles

DEMO-96 'm looking for a new bike

0EMO-95 i'm looking for some hot tamales

DEMO-94 ican't find my keys

DEMO-82 and we talk through how that can
be really powerful

DEMO-88 my fries are too good

DEMO-87 my trash cans still over and |
can't find them

DEMO-81 anonymous call about an
employee on the tip line

DEMO-79 employee #97 oft boarding

DEMO-S. Track & improve your team's
performance

DEMO-8 Help! This s a high priority

request

More +

Reporter
Ping Phone
Ping Phone

Ping Phone

Ping Phone
Ping Phone
Ping Phone
Ping Phone
Ping Phane

Ping Phone

Ping Phone
Ping Phone

Ping - Voice, SMS,
Chat & More

Ping - Voice, SMS,
Chat & More

Example Customer

Example Customer

Filters  Dashboards v More

Assignee
@ crad compton
@ Agent Tom

@ romiTom

O eesanes
@ AgentTom

@ edcrone
@ creacmn
@ cisi oo

@ crodcomoion

© omrety

@ chod Compion
@ romkaty
@ romxovy
© urassigned
© Unessigned

& 1dayleft | | Q Search

Status

WAITING FOR SUPPORT v

WAITING FOR SUPPORT

WAITING FOR SUPPORT

WAITING FOR SUPPORT

opEN

opEN

WAITING FOR SUPPORT

WAITING FOR SUPPORT

Created &
22/Mayj25
22/May[25

15/May/25

12/May/25
01/May/25
01/May/25
30/Apr/26
24/Aprf25
23/Apr/25
21/Aprf25

21/Apri25
10/Apr/25

09/ApI/25
25/Marf25

25/Mar/25

[ Rovo chat 90 o ®

(o

‘Time to resolution

May 26 02:40 PM (O

May 26 01:49 PM (D)
May 19 02:34 PM
[

May 02 11:29 AM (O
Apr 28 01:52 PM (O,
[ Apr 25 11:12 Am O]

Apr 23 11:49 AM (D)
[ Apr 23 09:00 AM O]

,
5

®)
May 06 09:00 AM (D)

B o~ Q prwc PO 0@

Ping Phone

Agent Status: Agent (tomkoby@scorchagency.com)

e
~

0 Show Dial Pad

Source Phone Number: +14158396747 Change

E» Logout

Call the assigned phone number to test the setup.
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6. Ticket Creation and Assignment 2:20

Bookmarks  Profies Tab  Window Help

% Jira Service Management  Yourworkv  Projectsv  Filtersv  Dashboardsv  More 4 1day left Q Search [% Rove chat P Qo0 ® 4 Morev Q  [£Rovochat 9 Q0 ®
,  Projects | Demo service project | Queues Ping Phone
All open 5 @ -
Agent Status: Agent (tomkoby@scorchagency.com)
Search work Q| Requesttype v Status v Assignee v  More + Co
o
21 work items
[0 Show Dial Pad
T Key Summary Reporter Assignee Status Created 4 Time to resolution
Source Phone Number: +14158396747 Change
8  oemo-no at Ping Phone @ craacompton WAITING FORSUPPORT~  22/May/25 May 26 02:40 PM (D
B> Logout
B oeMo-108 new employee onboarding Ping Phone @ Agent Tom WAITING FOR SUPPORT 22May/25 May 26 01:49 PM (O)
B Demo-108 employee twenty seven off Ping Phone @ AgentTom WAITING FOR SUPPORT 15/May[25 May 19 02:34 PM (D)
boarding
B  Demo-102 apick up truck Ping Phone © unassigned WAITING FOR SUPPORT 12/May/25 May 15 09:00 AM (0) »
@  oeMo-97 1lost my marbles Ping Phone @ agent Tom OPEN 01/May/25 May 06 09:00 AM (O
B omoss Fm locking for & new bike Ping Phone @ cacompen  oven VSR ... o5 03:53 Pu ()
@  opemo-es i'm looking for some hot tamales Ping Phone @ creacompton open 30/Apr25 May 0211:20 AM (D)
B oewosa Tcarttfnc iy oy Ping Phone @ cracompen  ove 2apr2s T
@  Demo-9z and we talk through how that can Ping Phone @ crea compton opEN 23/Apr[25 ‘Apr 26 11:12 AM (O
be really powerful
B  oemo-ss my fries are too good Ping Phone @ romxovy opEN 21/Aprj25 'Apr2311:49 AM (D)
B oemo-s7 my trash cans still over and i Ping Phone @ choacompton opeN 21/Aprf25 ‘Apr 23 09:00 AM (O)
cant find them
B oemo-81 anonymous call about an Ping - Voice, SMS, @ Tomxony opeN 10/Apr/25 Apr14.03:22 PM Q)
employee on the tip line Chat & More
@ oemo7e employee #37 off boarding Ping - Voice, SMS, @ Tomxony opEN 09/ApH25 Apr 1103:27 PM (O
Chat & More
B  oeMo-9 Track & improve your team's Example Customer © unassigned WAITING FOR SUPPORT 25/Mar/25 Mar 27 12:09 PM (D)
performance
B  oemo-s Help! This s a high priority Example Customer © unassigned WAITING FOR SUPPORT 25/Marf25 Mar 25 04:08 PM (O
request

e \Verify that a new ticket is created upon receiving a call.
e If unassigned, use automatic assignment logic to route the call to the appropriate agent.
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7. Access Ticket Data 3:45

Bookmarks  Profies

% JiraService Management  Yourwork~  Projectsv  Filtersv  Dashboardsv  More 4 1day left Q Search [ Rovo chat P Qo 0 @& 4 Mo Q  [£Rovochat 9 Q0 ®
,  Projects | Demo service project / Queues Ping Phone
All open B e -
Agent Status: Agent (tomkoby@:
Search work Q| Requesttype v Status v Assignee v  More + Co
Tk i Call Status: Connected
Duration: 0:20
T Key Summary Reporter Assignee Status Created & Time to resolution N @ @
o B8 oemom anew ticket for the demo Eil Ping Phone & AgentTom WAITING FOR SUPPORT v 28/Mayj25 May 30 03:23 PM ©
8  opemo-no at Ping Phone @ chea compton WAITING FOR SUPPORT~  22/May/25 May 26 02:40 PM (D) COVOY Il
B Dpemo-109 new employee onboarding Ping Phone @ AgentTom WAITING FOR SUPPORT v 22/Mayf25 May 26 01:49 PM (D) 01 Show Dial Pad
Tt e aniiyen ety sevarrofl Ping Phone @ rooniom wamuamaRsumoary  15MnI25 ey 55 G340 O Source Phone Number. +14158396747 change
boarding
B pemoa02 apick up truck Ping Phone © unassigned WAITING FOR SUPPORT 12May/25 May 15 09:00 AM (D) Associated Ticket: DEMO-111
B omow Vlost my marbles Ping Phone ® roentTom oren OWMay25 D T kbt e com
Way 0500:00 M O Status: Waiting for support
B oemo-ss fm looking for a new bike Ping Phone @ crea compton oren 0/May/25 May 05 03:53 PM ()
1 @  emoss 'm looking for some hot tamales Ping Phone @® craa compron open 30/Apr/25 ‘May 02 11:29 AM (D) Gl e
- 52872025
&  oemo-9a ican't find my keys Ping Phone @ croa compton opEN 24/Aprj25 'Apr 28 0152 PM (D) DEMO-111
2 anew ticket for the demo -
B om0 0 Y Tk RV o Tt Ping Phone @ croacompn  oven 23/hpr25 ) Staun: Watng for supgon
be really powerful
PCSD-47 812712025
B oemo-sa my fries are too good Ping Phone @ Tomony open 21/Apr/25 Apr 23 11:49 AM (: fm testing the new voicemail feature
Status: Waiting for support
@  oemo-87 my trash cans still over and | Ping Phone @ chaa compron opEN 21/Aprf25 'Apr 23 09:00 AM (D)
can't find them DEMO 108
B oemo-s anonymous call about an Ping - Voice, SMS, @ Tomxovy opEN 10/Apri25 'Apr 14.03:22 PM new employes onboarding
employee on the tip line Chat & More Status: Waiting for support
DEMO-79 employee #97 off boarding Ping - Voice, SMS, @ Tomxony open 09/Apr/25 ‘Apr 1103:27 PM () DEMO-104
Chat & More employee twenty seven off boarding
Status: Waiting fo support
8  oeMo-e Track & improve your team's Example Customer © unassigned WAITING FOR SUPPORT 25/Mar/25 Mar 27 12:08 PM (D)
erforman
performance DEMO-97
. 8  oemo-s Help! This is a high priority Example Customer © unassigned WAITING FOR SUPPORT 25/Marf25 ‘Mar 25 04:08 PM (O) Liost sy imeties

e Open the associated ticket to view:
o Voicemails
o Call history (inbound and outbound)
o Call recordings for quality audits.
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10. Customer 360, Communication History and Recordings 4:00

: (4) JiraServiceManagement  Yourworkv  Projects~  Filtersv Dashboardsv Teamsv Assets Appsv m

N < Back [ DEMO- v

anew ticket for the demo

Create subtask ¢ Link workitem | v @© Ping Voice

(@ Ping Phone raised this re

Description

incoming call was received from the phone number above.

CALLER DESCRIPTION: a new ticket for the demo

Similar requests

Ping Voice

Voicemails (0) € Call History (14) @ Contact History (17) &

413142681111 > +14158396747 INBOUND
512812025, 10:43:15 PV

413142581111 - +14158396747 INBOUND
52812025, 10:26:16 PM

413142681111 > +14168396747 OUTBOUND
512812025, 10:23:23 PM

413142681111 - +14158396747 INBOUND
512812025, 10:22:47 PM

413142681111 - +14158396747 INBOUND
52772025, 11:38:20 PM

@) Addinternalnote | Reply to customer

Protip: press M to comment

Access Call Recordings
Access Voicemail

Access all related tickets to unique phone number

Download

Download

Download

Download

Download

& 1dayleft | | Q Searcr Crovocht P @ O @

Waiting for support v

SLAs
Tomorrow 03:23 PM 1|

May 3003:23PM I

Pinned fields

& o b <

4 Actions ~

Time to first response
wiithin 8h

Time to resolution
within 16h

Click on the % next to a field label to start pinning.

Details

Assignee

Reporter

Request Type

Knowledge base

Components

Due date

Priority

Ping Phone

Ping Status

More fields Team, Labels, Red

Automation §Rule executions

Created 2 hours ago

Updated 1 hour ago

& Agent Tom

@ Ping Phone

None

B Norelated articles v

None

None

Medium
+1314258111

closed-call

est participants, Approvers, Organizations, Time tracking, ApPr. v

Utilize the app to access a comprehensive view of all communication related to issues.
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Cautionary Notes

e Ensure that the assigned phone number is active and correctly mapped to avoid missed
calls.
e Regularly check the call history and ticket assignments to maintain efficient operations.

Tips for Efficiency

e Use automated assignment logic to streamline ticket handling.
e Regularly review call recordings for quality assurance and training purposes.
e Keep the agent interface open during calls to quickly access ticket information.

Link to Loom

https://loom.com/share/48f3e913b1894b99943800127a646e52
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