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Jira For Managers
Accessing and understanding trackers

We have created a handy video 
to watch to walk you through 

the steps outlined in the 
contents

Opening the video in Stream 
means you can select chapters 
on the right-hand side to bring 
you to the content you require.

Alternatively, the following 
slides detail the processes step 

by step. 
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Accessing and understanding trackers

The first step is 
to navigate to our 
HC Project. Lick 

Projects > Holiday 
Change Control 

UK

This will bring 
you to all open 
issues. This is 
where you can 
view all current 
open tickets in 
our Jira Project.

To access a ticket 
or incident you 
just need to tick 
the relevant HCU 
number. You can 
also refer to the 

incident reference 
on this page. 

Reordering can 
be achieved by 

licking the 
column you need, 

such as SLA or 
created date. 
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Amending Filters

You can reorder your 
columns by clicking the 

3 dots on the right-
hand corner and 

selecting edit queue.

The queue columns 
can then be dragged 

to your preferred 
layout.

Once you’re happy 
with the lay out click 

save. 
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Accessing filters for reporting

To access our 

trackers all you 

need to do is 

click on – Issues 

> Manage Filters

You can now select 

your chosen 

dashboard, similar to 

our historic trackers

Top Tip – Always 

ensure you’ve clicked 

the star beside your 

favourite dashboard 

to ensure they always 

appear on the first 

page and are easier 

to access. 
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Jira For Managers
Reading filters/trackers

We have selected 
Accom Tracker S24 – 

All incidents for Accom 
and S24 are displayed. 

You can click on 
column titles to 

change order, such as 
created date or 

priority.

Clicking the HCU 
number will bring you 

straight to the 
incident.

Instructions for HC 
and priority are also 

displayed in this view.

This view is fully 
customisable by 

clicking columns and 
editing what can be 

seen.

By clicking on the 
column headers, you 
can amend the order. 

Always ensure you click 
save once amended. 
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Amending and creating new filters

You can easily amend the layout of 
your trackers or create new trackers 
for a new season or requirements. 

When you’re tracker is opened click on 
save as and name your new tracker 

for example S26.

Once you’ve saved your new tracker 
you can amend the filters by selecting 
columns you prefer. You can also drag 

the columns to your preferred 
location.

Once you're happy with your columns 
you can also edit filters and select 
different seasons etc. Once your 
happy press save and your new 

tracker is complete. 
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Managers
Reading a ticket incident

• Once you’ve clicked into the ticket/incident 
you will be presented with this page.

• Here you can change the priority which will 
also update the SLA of the incident

• You will also find all details submitted by the 
change raiser.. 

• On the right hand side you can assign the 
incident to an exec.

• Any attachments will also be available to view

Top Tip – 
Always ensure 

when you 
change an area 
on the form you 
click the tick to 
save your work
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Setting a ticket/incident status

When a ticket/incident 
is created the status 
will always be set to 

open.

Once a TM picks up an 
incident/ticket the 
status should be 

changed to “To Start”.

“In Progress” should be 
selected once an exec 

has picked up the 
incident. 

“Handover Done” 
should be selected by 
a CCE when handing 

over to a HCE. 

Once the incident has 
been completed the 
“Completed” option 
should be selected. 
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Adding HC UK form to a ticket/incident

Further down the form you 
will be able to view the 
incident raised by the 

change raiser.

Click on Holiday Change UK 
Portal to view the form. 

All details submitted in the 
portal by the change raiser 

will be visible. 

This information cannot be 
amended or updated, 

however further down you 
will have the option to add 
comments to share with 

the change raiser. 

The next step is for a HCE 
or CCE to add their section 
to the form. Click on “Add 

Form”. 
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Adding HC UK form to a ticket/incident

Once you’ve selected “Add Form” 
select “Holiday Change UK Agents” to 

create the HCE/CCE form.
Once selected click “Add”.

CCE/HCEs are now presented with 
options to complete which mirror our 

historic trackers. 

Once all the relevant details have 
been completed – click “Submit” at 

the bottom of the form.

The form can easily be edited by 
selecting “Edit”. 



1313

Jira For Managers
History and comments for change raisers

Once completed if you scroll down, 
you also have the option to view the 

history of the incident. 

Here you can see what has been 
changed, along with who has changed 

the detail.

Further down the form you have the 
option to add comments. 

When share with customer is selected 
these comments are shared with the 

change raiser. They will also receive an 
email notification. 
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Jira For Managers
Completing a ticket/incidnet

Once the incident has been 
completed – Select the “completed” 
option and the following pop up box 

appears.

If the incident has been completed by 
HC leave the resolution as resolved 
and add any relevant comments to 

share with the change raiser.

If the incident is a NFA then change 
resolution type to “No further action”.

Once you’ve selected your resolution 
and added comments – select 

“Completed”. Your incident is now 
complete. 
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How to report from Jira using filters & dashboards
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Jira For Managers
Reporting Subtype of Changes to the dashboard
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Jira For Managers
Reporting Carrier Changes
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Jira For Managers
Managing Filters In Jira
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Jira For Managers
Top Tips When Using Jira

Changes raisers will be 
called either “Reporter” or 

“Customer” within Jira.

The main areas we will use 
in Jira are – Dashboards, 

Projects & Issues.

Any leavers or movers 
must be advised to 

business support for us to 
update licences. Similar 

when we have new starts.

When creating your own 
filters from our standard 

templates, always “save as” 
and name your new filter. 
Please don’t amend the 

standard filters.

Support drop in calls are 
available daily to answer 
any queries around any 

aspects of Jira. 
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