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INFO
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chris.meredith@mayvue.com
Text | Voicemail | (877)462-9883 x700
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1-877-462-9883

Jira Service Management
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What is Jira?
• Jira is AASHTO’s ticket tracking system.

• Jira requires a login. Each licensee is supplied with Jira access.

• Tracks standard support issues and APS/SU issues.

• Jira Portal is accessed through the below link.
https://support.mayvue.com/





Crossing The Streams













Email
Create a New Issue via Email

1. Open your email client (ex. Microsoft Outlook).

2. In the “To” field, enter the address BrM@Mayvue.

3. In the “Subject” field, include a meaningful description summarizing the JIRA ticket. (Ex. Inspection > condition – Cannot add a defect 

to parent elements).

4. In the “Body” field, include the following:

a. Describe what the issue entails (Ex. When trying to add a defect to a parent element there is an error).

b. Steps to reproduce:

i. Select a bridge

ii. Click “Inspection > Condition”

iii. Click on/highlight a parent element

iv. Select “add defect” button

v. Choose a defect from the dropdown and fill out all other required fields on the “add defect” popup

vi. Click “ok” to add defect

vii. Result: Error received trying to add defect

viii. Expected Result: Defect should be added successfully and appear under the correct parent element in the NBE grid

5. Attach a screenshot or a document containing multiple screenshots that outline the issue.

6. If available, attach a log file that is related to the issue being entered.

7. Send the email.



Workflow



Jira Status
• OPEN – This is the initial status of a JIRA ticket. This 

means the ticket has been entered in Jira but no 
work has been done to it yet. 

• ACKNOWLEDGED – A ticket in this status means 
we are aware of the ticket and reviewing it, but 
work has not started on it yet. 

• IN PROGRESS – The ticket is now actively being 
worked on. You will start seeing responses from us 
if we have any questions or need more details. 

• CLIENT REVIEW – At this stage, the ticket has been 
answered and is ready for the client to review the 
ticket and confirm if the issues has been resolved 
or needs more work. 

• CLOSED – Once the ticket reporter reports that 
their issue has been resolved, the status will be set 
to closed. This means the ticket is considered 
complete and nothing more will be done with it. 

• REOPENED – If for any reason a ticket needs 
reviewed or discussed again; it can be set to this 
status to notify us to look at it again.   

**While the above describes a typical lifecycle of a JIRA 
ticket, there are other states that a ticket status can be set 
to. These are listed below with an explanation of what 
each means. 



Jira Status
• EXTENDED CLIENT REVIEW – Once a ticket it set to client review it is up to the client 

to review the ticket and give an update on what they think of the ticket’s current 
status. If a client does not respond in a timely fashion, it will then be set to 
EXTENDED CLIENT REVIEW. When in this status, JIRA will automatically contact the 
reporter weekly and if they do not respond after the fourth attempt the ticket will 
automatically be closed and a note will be added signify it was closed due to lack of 
response. If the reporter does respond, the ticket will be reopened.  

• NEED MORE INFORMATION – If a ticket requires information from the reporter 
before progress can continue, it will be set to this status. This status means progress 
has stopped and will not continue until the information is supplied. 

• EXTENDED NEED MORE INFORMATION – If a ticket has entered NEEDS MORE 
INFORMATION and is not being responded to, it will end up in this status. As with 
EXTENDED CLIENT REVIEW, this status will automatically contact the reporter and 
alert them information is need for the ticket to proceed. After the fourth attempt 
with no response, the ticket will automatically be closed, and a note added it has 
been closed due to lack or response. If a reporter does respond, the ticket will be 
reopened.  

• FEASIBILITY REVIEW – Sometimes a ticket will enter FEASIBILITY REVIEW if 
estimations of timeframe and personnel needed to resolve an issue needs to be 
established. If a ticket enters into FEASBILITY REVEW, then our support team is 
working internally with development to better establish a scope of the project.  
Upon review, a support team member will be in contact with the reporter of the 
support ticket.

• ON HOLD – This status signifies that a ticket is currently on hold and will not 
progress until the reason for it being set to ON HOLD is resolved. An example of this 
can be waiting for a user to upgrade to a newer version of BrM before the ticket can 
continue. 

• DEFERRED – A ticket in this status has been reviewed and determined that while 
the issue is valid, there are no current plans to address it. An example of this would 
be an enhancement request that is lacking funding or not deemed important 
enough to raise to a different status. 

• PLANNED – A ticket with a planned status means that the ticket has been reviewed 
and decided to be addressed. Tickets in the Planned status will have a fix version 
assigned to them which will define the expected version the ticket will be included 
in. The fix version is not a guarantee that the ticket will be included in that version 
and change changed due to unforeseen circumstances.  

• SLATED FOR RELEASE – When a ticket enters this status, it is actively under 
development and will also be assigned a fix version to define its expected 
availability. However, like a Planned ticket, the fix version can still change 
depending on the development cycle. 

• IN BETA – This status means that the development of the ticket is to a point it can 
be reviewed by beta testers. These tickets will be delivered to all beta testers to test 
and verify. 

• ESCALATED – Users can set their ticket to Escalated if they believe it should be 
given a higher priority than it currently is. When a ticket is set to Escalated, it will be 
reviewed in the next scheduled task force meeting and a decision will be made 
regarding how it will be handled. The ticket will be updated accordingly based on 
the task force’s decision. 
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