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ABSTRACT

In today’s fast-paced IT environment, organizations need streamlined collaboration between support and
engineering teams. With Salesforce Service Cloud used for customer service management and JIRA for internal
development and IT operations, integrating these systems becomes vital for efficient cross-departmental case
management. This paper explores the integration of Salesforce and JIRA using MuleSoft technology. The
integration enables automatic synchronization of cases between both platforms, ensuring consistency in fields
such as account, issue type, resolution, and status. MuleSoft simplifies integration development, offering
scalability, reuse, and easy maintenance, significantly reducing development time. This paper presents the
benefits, architecture, and KPIs to measure success.
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INTRODUCTION

Salesforce and JIRA are two of the most popular platforms used by businesses to manage customer service and
software development, respectively. Salesforce Service Cloud provides features like email-to-case, CTI
(Computer Telephony Integration), and chat-to-case to streamline customer support, while JIRA excels in
handling internal issue tracking and project management for development and operations teams.

However, a common challenge arises when customer support teams using Salesforce need to involve engineering or
IT teams who rely on JIRA. Without a seamless integration, teams waste valuable time manually transferring cases
between platforms. This paper introduces a solution to integrate JIRA and Salesforce using MuleSoft, offering a
unified view of customer cases and tickets, reducing manual work, and improving efficiency.

PROBLEM STATEMENT

In most companies, support teams use Salesforce to manage customer interactions, while development and IT
operations teams use JIRA to manage technical tasks. When a customer case in Salesforce requires escalation to a
development team, the service agent must manually create a corresponding ticket in JIRA, often duplicating work.
This leads to inefficiencies, delays, and the risk of data loss or inconsistencies.

Moreover, as cases are updated in JIRA, support agents often need to manually update the case in Salesforce,
leading to further inefficiencies. A unified integration is essential to ensure that support and engineering teams can
work seamlessly across platforms.

SOLUTION
1. Overview of Integration Flow
By using MuleSoft, we can create an integration flow where customer cases in Salesforce are automatically synced
with JIRA tickets. Key fields like account, issue type, resolution, and status remain synchronized between both
systems.
Flow Overview:
e A customer creates a case in Salesforce using channels such as email, phone, or chat.
e When the case is escalated to engineering, MuleSoft automatically creates a corresponding JIRA ticket.
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e Updates in either system (e.g., ticket status, resolution details) are synchronized bi-directionally using MuleSoft
APls.

e Once the JIRA ticket is resolved, the resolution details are pushed back to Salesforce. When the case is closed in
Salesforce, an email notification is sent to the customer.

This flow reduces manual intervention, ensuring seamless communication between the support and engineering
teams.

2. MuleSoft Integration Benefits

e Reduced Development Time: Traditional integration development takes months. With MuleSoft’s pre-built
connectors, API-based architecture, and reusable flows, integration development is accelerated. What usually takes
3-4 months can now be completed in as little as 1 month.

e Reusability: Once the integration is developed, it can be packaged into an app and reused across different
departments or geographies, making scaling easier.

e Real-time Synchronization: MuleSoft allows real-time data synchronization, ensuring that both Salesforce and
JIRA are always up-to-date.

e Scalability and Maintenance: As the organization grows, MuleSoft makes it easy to increase the system’s
capacity by allocating more resources, such as adding cores or increasing API quotas.

e Error Monitoring: MuleSoft provides built-in dashboards to track integration failures, allowing for real-time
diagnostics and troubleshooting.

3. MuleSoft Integration Flow

Below is a conceptual flow of the integration:

Salesforce to JIRA Flow:

1. Case Creation: A new case is created in Salesforce.

2. Trigger MuleSoft API: MuleSoft picks up the case details (Account, Issue Type, Status, Resolution, etc.) using
the Salesforce Connector.

3. Create JIRA Ticket: Using the JIRA Connector, MuleSoft creates a corresponding JIRA ticket, mapping
Salesforce fields to JIRA fields.

4. Sync Status: The status of the JIRA ticket is updated, and MuleSoft sends the updated status back to Salesforce.
JIRA to Salesforce Flow:

1. Update from JIRA: When the JIRA ticket is updated (status change, resolution added), MuleSoft triggers an
API call to Salesforce.

2. Update Salesforce Case: The Salesforce case is updated with new details.

3. Close Case: Once the ticket is resolved, the Salesforce case is automatically closed, and an email is sent to the
customer.

TECHNICAL IMPLEMENTATION
1. MuleSoft Code Snippet for API Integration
Here’s a simplified MuleSoft flow code to synchronize data between Salesforce and JIRA:
Xml

<flow name="SalesforceToJiraSyncFlow">

<!-- Salesforce Connector to listen for new cases -->

<salesforce:query config-ref="Salesforce_Config" query="SELECT Id, Account,
Issue_Type__c, Status FROM Case WHERE Status = 'Escalated'"/>

<!-- MuleSoft Transform Message to map Salesforce case fields to JIRA -->
<transform-message>

<input-payload />

<set-payload><![CDATA[%dw 2.0

output application/json

{
"fields": {
“summary": payload.Account.Name,
"description”: payload.Issue_Type__c,
"status": payload.Status
}
}11></set-payload>
</transform-message>
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<!-- JIRA Connector to create JIRA ticket -->
<jira:create-issue config-ref="Jira_Config" />
</flow>

This flow listens for new or updated Salesforce cases and creates a corresponding JIRA ticket with mapped fields
like Account and Issue Type. It can be expanded to include bi-directional sync, where JIRA updates are pushed
back to Salesforce.

KPIS TO MEASURE SUCCESS
The integration's success should be measured using specific Key Performance Indicators (KPIs) to ensure it
achieves its objectives:
e Case Transfer Time: Measure the time it takes to transfer a case from Salesforce to JIRA. The goal should be
near real-time sync.
e Data Accuracy: Track discrepancies between JIRA tickets and Salesforce cases to ensure 100% accuracy in
data synchronization.
e Error Rate in Integration: Monitor the rate of failed API calls or integration errors, aiming for a failure rate
of less than 1%.
e Customer Resolution Time: Measure the time it takes to resolve customer cases. The integration should
reduce this time by improving coordination between support and engineering teams.
e Reduction in Manual Work: The number of cases manually transferred between platforms before and after
the integration should decrease significantly.

BENEFITS

1. Enhanced Cross-Departmental Collaboration: The integration ensures that customer service agents and
engineering teams work seamlessly together, improving overall resolution times.

2. Increased Efficiency: By automating the case transfer process, the integration eliminates the need for manual
data entry, reducing the risk of errors and delays.

3. Real-Time Updates: With real-time synchronization, all teams have access to the latest data, allowing for
faster and more informed decision-making.

4. Scalability: As the organization grows, MuleSoft enables easy scalability by reusing integration flows and
adding more resources.

5. Improved Customer Satisfaction: Faster case resolution leads to better customer experiences, improving
overall satisfaction and retention rates.

CONCLUSION

Integrating Salesforce and JIRA using MuleSoft is a highly effective way to improve collaboration between
customer service and engineering teams. MuleSoft’s capabilities, including pre-built connectors, reusable flows,
and real-time synchronization, dramatically reduce the time needed to develop and maintain integrations. As
businesses continue to scale, MuleSoft ensures that integration remains manageable, easy to track, and adaptable to
changing business needs.

The integration not only enhances productivity and reduces operational costs but also ensures faster, more accurate
case management across teams, resulting in improved customer satisfaction. By using MuleSoft, companies can
accelerate time-to-market for critical integrations, making it a valuable tool for any modern enterprise.
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