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Introduction

This guide is designed to help you get started with using the portal quickly and confidently. 

Whether you're submitting a support request, navigating through the available service 

categories, or tracking the status of your requests, this guide provides step-by-step 

instructions to make the process simple and efficient.

In this guide, you will learn how to:

• Navigate the JSM portal interface

• Complete and submit request forms accurately

• Check the status of your submitted requests and view updates

The portal is designed to be intuitive and user-friendly, but you can reach out to your 

Customer Success Manager if you need help navigating.

Let’s get started!

Welcome to the Jira Service Management (JSM) Portal Quick Reference Guide.
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Telstra Health Service Management Portal



Log a ticket via the Telstra Health 
Customer Support Portal

Task General Service Request Report an Incident

Request new access to a system or tool  

Ask a general question or request support  

Report a system error that is preventing work  

Report a minor system glitch that doesn’t stop work  

Suggest an improvement or feature request  

Report a system outage or major disruption  

Report missing functionality or configuration  

Submit feedback on the portal or services  

Access to training services or schedule user training  

Request work to be performed outside the standard support contract  

Get assistance with Telstra Health Hosted Communicare instances  

Schedule an upgrade of your Communicare instance  

Request an enhancement to a product  



Register your 
account

You will need to register a new account to 

use the new Telstra Health Service 

Management Portal the first time you log in.



Register your account

Enter the same email that you used in the old JSM portal and select 

“Next” 

1 Confirm you’ve entered the correct email address and select 

“Sign up”

2



Register your account

You will then be sent an email to set your password3 In the email, select the “Set password” button and you will be 

taken to a new tab

4



Register your account

Enter your full name and choose a password, then select “Set 

password”

3 Your account will then be registered, and you will be able to submit 

requests.
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If you are unable to see any request types after registering, please reach 

out to our Help Desk Support Team on 1300 554 997
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General Service 
Request

Log a General Service Request if you 

need to request information, ask advice or 

to request access to services. 



General Service Request

Add a summary of the request

Attach any relevant 

screenshots or files

Include a detailed description of the request

Select Yes or No, if this is a Clinical Risk

If “No” is selected for Clinical Risk, click “Send” and your ticket will be sent to one of our Service Desk Agents

1

3

4

2

5

6

Select Communicare from the dropdown menu

The selection will default to ‘General Service Request’1a



General Service Request 
– if a Clinical Risk

If Yes is selected

Select how many people are impacted by the issue from the drop-down list

Add a detailed description of any workarounds that have been implemented

Select the impact of the issue from the drop-down list

Click “Send” and your ticket will be sent to one of our Service Desk Agents and our Clinical Safety Officers

1

2

3

4
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Training Request

Log a Training Request if you need to 

request access to training services or to 

schedule user training.



Training Request

Add a summary of the request

Attach any relevant 

screenshots or files

Include a detailed description of the request

Select Yes or No, if this is a Clinical Risk

If “No” is selected for Clinical Risk, click “Send” and your ticket will be sent to our Training Team

1

3

4

2

5

6

Select Communicare from the dropdown menu

Select Training Request1a



Training Request
– if a Clinical Risk

If Yes is selected.

Select how many people are impacted by the issue from the drop-down list.

Add a detailed description of any workarounds that have been implemented.

Select the impact of the issue from the drop-down list.

Click “Send” and your ticket will be sent to our Training Team and our Clinical Safety Officers

1
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3

4
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Work Request

Log a Work Request if you would like to 

request work to be performed outside your 

standard support contract.



Work Request

Add a summary of the request

Attach any relevant 

screenshots or files

Include a detailed description of the request

Select Yes or No, if this is a Clinical Risk

If “No” is selected for Clinical Risk, click “Send” and your ticket will be sent to one of our Service Desk Agents

1

3

4

2

5

6

Select Communicare from the dropdown menu

Select Work Request1a



Work Request 
– if a Clinical Risk

If Yes is selected.

Select how many people are impacted by the issue from the drop-down list.

Add a detailed description of any workarounds that have been implemented.

Select the impact of the issue from the drop-down list.

Click “Send” and your ticket will be sent to one of our Service Desk Agents and our Clinical Safety Officers

1

2

3

4

5



Hosting Request

Log a Hosting Request to request 

assistance with Telstra Health Hosted 

Communicare instances.



Hosting Request

Add a summary of the request

Attach any relevant 

screenshots or files

Include a detailed description of the request

Select Yes or No, if this is a Clinical Risk

If “No” is selected for Clinical Risk, click “Send” and your ticket will be sent to one of our Service Desk Agents

1

3

4

2

5

6

Select the product your request relates to

Select Hosting Request1a



Hosting Request
– if a Clinical Risk

If Yes is selected.

Select how many people are impacted by the issue from the drop-down list.

Add a detailed description of any workarounds that have been implemented.

Select the impact of the issue from the drop-down list.

Click “Send” and your ticket will be sent to one of our Service Desk Agents and our Clinical Safety Officers

1

2

3

4

5



Upgrade Request

Log an Upgrade Request to request work 

to be performed associated with a 

Communicare upgrade.



Upgrade Request

1 Select Communicare from the dropdown menu

Select Upgrade Request1a

Review the Terms and 

Conditions
1b



Upgrade Request
2 Enter the name of your organisation

3 Enter the name of your site

4 Enter your current version of Communicare

5 Enter your current database size

6 Enter your daily backup duration

7 Enter your preferred date for the Upgrade to be scheduled

8 Enter your IT contact name

9 Enter your IT contact number

10 Enter your IT contact email

11 Enter the name of the approver

12 Enter the approver contact number

13 Enter the approver contact email

14 Select “Yes” to the agree to the terms and conditions



Upgrade Request

14 Add a summary of the request

Attach any relevant 

screenshots or files

Include a detailed description of the request

Select Yes or No, if this is a Clinical Risk

If “No” is selected for Clinical Risk, click “Send” and your ticket will be sent to one of our Service Desk Agents

15

16

17

18



General Service Request 
– if a Clinical Risk

If Yes is selected.

Select how many people are impacted by the issue from the drop-down list.

Add a detailed description of any workarounds that have been implemented.

Select the impact of the issue from the drop-down list.

Click “Send” and your ticket will be sent to one of our Service Desk Agents and our Clinical Safety Officers

1

2

3

4

5



Enhancements

Submit a request for an Enhancement to 

one of our Hospital Care products



Enhancement Request

Add a summary of the request

Attach any relevant 

screenshots or files

Include a detailed description of the request

Select Yes or No, if this is a Clinical Risk

If “No” is selected for Clinical Risk, click “Send” and your ticket will be sent to one of our Service Desk Agents

1

4

5

6

7

Select Communicare from the dropdown menu

3

Select Enhancement Request1a



Enhancement Request – 
if a Clinical Risk

If Yes is selected for Clinical Risk5

6

7

8

9

Select how many people are impacted by the issue from the drop-down list.

Add a detailed description of any workarounds that have been implemented.

Select the impact of the issue from the drop-down list.

Click “Send” and your ticket will be sent to one of our Service Desk Agents and our Clinical Safety Officers



Report an incident

Use Report an Incident to log a real-time 

problem that impact users and needs quick 

resolution



Report an Incident

1

2

3

4

Select the product the incident relates to

Select the level of impact for this incident

Select the level of urgency for this incident

To understand how the priority of your incident is determined, 

tick the box

Note: Impact refers to how significantly the incident affects your business operations.

Note: Urgency indicates how quickly the issue needs to be resolved before it starts having a significant effect.



Report an Incident

Select Yes or No, if this is a Clinical Risk

5

6

7

8

9 If “No” is selected for Clinical Risk, click “Send” and your ticket will be sent to one of our Service Desk Agents

Include a detailed description of the issue, the steps to reproduce and any error messages or workarounds

Add a summary of the issue

Attach any screenshots of error 

messages or logs



Report an Incident
– if a Clinical Risk

If Yes is selected for Clinical Risk8

9

10

11

12

Select how many people are impacted by the issue from the drop-down list.

Add a detailed description of any workarounds that have been implemented.

Select the impact of the issue from the drop-down list.

Click “Send” and your ticket will be sent to one of our Service Desk Agents and our Clinical Safety Officers



Report an Incident
– Priority, Impact & Urgency definitions



Submitted requests

View your submitted request



Example: Completed form



Submitted request
Jira ticket number

Status of ticket

Activity and comments on the ticket



Email notification 



Review logged 
requests

View all your logged requests



Review open Requests

Navigate to the Telstra Health Customer Support Portal

Select Requests

Select your avatar



List view of logged requests

To view a request, select from the list by clicking either the Reference or Summary

View the priority of your open requests
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