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1. Purpose 
 

This document provides an overview of how to raise an issue or request with Open Banking 
using Jira Service Desk.  
 

2. Brief overview 
 

Banking Service Desk. Registered users can: 

• Raise issues or requests via the self-service portal 

• Track and monitor the progress of their requests via the customer portal 

• Make comments and feedback on the requests 
 

3. Setting up an Atlassian account to access Jira Service 
Desk 

 

Step 1 - Sign up for an Atlassian account to use Jira Service Desk using this link:  
https://id.atlassian.com/signup 

  

Step 2  You will receive an email. Click the link in the email to verify your account. You will 
then be able to log in to the Jira Service Desk. 

• Enter your email 
address, full name and 
a password 

•  

https://id.atlassian.com/signup
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4. Logging in to Jira Service Desk 
 

e 
Desk portal using this link: https://openbanking.atlassian.net/servicedesk/customer/portal/1/ 
 

5. Raising a new ticket 
 
Step 1 - Log in to your account:  
https://openbanking.atlassian.net/servicedesk/customer/portal/1/ 
 
Step 2 - Select a request type. To raise a ticket, you must select the type of request to ensure 
your ticket is assigned to the correct team. 

 

 

 

Select a request type:  

• API Downtime (ASPSP 
use ONLY) 

• Problem with an 
ASPSP 

• Report an incident 

• Raise an access 
request for Confluence 

• Raise a general query 

• Conformance 
Certification Order 

• Premium API 
Submission 

• Raise a change request 
(CMA9 only)  

https://openbanking.atlassian.net/servicedesk/customer/portal/1/
https://openbanking.atlassian.net/servicedesk/customer/portal/1/
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5.1 Raising a General Query 

 

Summary: Please provide a 
title for your request.   

 

Description: Enter full details 
of the issue. You can also 
attach files and/or screenshots 

 

 

Product: Select the product 
your Issue relates to. 

Participant: Select participant 
type 

Environment: Select the 
Environment your query 
is about 
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5.2 Raising an API downtime request (ASPSPs only)  
 
You can notify us of downtime using this form. You should let us know of any planned 
downtime at least 7 days in advance. Unplanned downtime should be reported within 1 hour 
of it being detected. Where possible, downtime should not be between the hours of 06:00AM 

 12:00AM on business days. 

All API downtime notifications must be raised via a JIRA ticket. 
 
Any changes to API downtime will require a comment on the ticket detailing the necessary 
changes. It is the responsibility of the ASPSP to notify OB of any API downtime or changes to 
API downtime. 
 
Once a JIRA ticket has been raised an acknowledgment email will be sent to the ASPSP. 

The API downtime page will be automatically updated with the information you provide. 

 

5.2.1 Notifying OB of a planned (7 days in advance) API downtime  
 

• Access JIRA Portal and select API Downtime (ASPSP use Only) 

 

 

https://openbanking.atlassian.net/wiki/spaces/DZ/pages/441614754/API+Downtime
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• 
with a red asterisk must be completed. 
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• When submitting a JIRA ticket, ASPSPs must ensure that no personal data or confidential data is 
contained within the ticket, including in the description field or as an attachment, with the 
exception of personal data related to the contact details of technical or business contacts, as 
outlined in Open Banking Privacy Policy. https://www.openbanking.org.uk/privacy-policy/ 
 

•  

 

5.2.2 Notifying OB of an unplanned API downtime (ASPSPs Only) 
 
 
*** PLEASE NOTE  If an Unplanned Downtime is ongoing, leave the End Date & 

Time field BLANK. If an End Date & Time in the past is entered for an Unplanned 
Downtime, the notification will not be sent out to the ecosystem.*** 

 
 

• Access JIRA Portal and select API Downtime (ASPSP use ONLY)

 

 

 

 

 

 

• 
Fields with a red asterisk must be completed. 

https://www.openbanking.org.uk/privacy-policy/
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• The JIRA ticket should be raised within one hour of detecting the unplanned downtime. 

•  
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5.2.3 Updating an Unplanned Downtime ticket with resolution time 
 

• Upon the unplanned downtime being completed, Resolved  

 

o This will record the end date and time for the downtime as the time at which the button 
is clicked. 

o If a different time is required to be entered, leave a comment on the ticket stating what 
the exact downtime was. 

5.3 Raising an access request 
 
You can raise an access request using this form.  
 

 

 

• Summary: Enter details of what you 
require access to. 
 

 

• Description: Enter why you are 
requesting access. 
If you are requesting access for a 
person who is not a primary business 
or technical contact, please enter 
these details: 

• Company address 

• Contact number 

• Email address 

• Reason for requesting access 

 

 

 

 

Access: Select what you need 
access to. 
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5.4 Raising a Problem with an Account Servicing Payment Service Provider 
(ASPSP) 

 
This ticket type is used to raise a technical issue with an ASPSP on the Open Banking Directory.  
 
TPP-ASPSP ticket types will populate the Confluence Current Issues page automatically once raised if 

 
 
https://openbanking.atlassian.net/wiki/spaces/DZ/pages/504496461/Current+Issues 
 

 

https://openbanking.atlassian.net/wiki/spaces/DZ/pages/504496461/Current+Issues
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All mandatory fields need to be populated with detailed information of the issue for the ASPSP to 
investigate. 
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Business Impact Severity Levels:  

Level 1: Service not operational 

Level 2: Service impaired but operational 

Level 3: Service operational but not optimal 

   Level 4: Cosmetic 

Once a ticket has been created the ticket will be assigned to the relevant ASPSP to investigate. 

Updates on the issue will be provided on the JIRA ticket. 

Where contents are shared: 

 
All stakeholders in the Open Banking eco-system will have read access to the ticket description but not 

the dialogue between TPP and ASPSP 
Only stakeholders explicitly added by the TPP will have write access and can view the dialogue between 

TPP and ASPSP. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 



 

 
 

   Page 14 of 19 
 

  
 

5.5 Raising an Incident 
 
Participants should only raise an incident ticket type for incidents relating to the open banking 
directory: 
 

 

 

 
 

Priority:  

Highest (P1) 

Used when there is a full 
system outage, preventing 
normal business 
operations, as a result of 
an issue with open banking 
infrastructure only. 

High (P2) 

Used when there is a 
critical or significant 
impact to one or more 
areas of your business 
operations. 

Medium (P3) 

Used where there is a 
moderate impact to a 
business area. 
Workarounds are 
available and normal 
business operations can 
continue. 

Low (P4) 

Used when there is a minor 
impact to a business area 
which does not stop 
normal business 
operations. Used for a 
wide range of minor issues. 

Lowest (P5) 

Used when the issue is 
very minor or cosmetic, 
general requests for 
information, queries and 
so on 
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5.6 Raising a change request (CMA9 only)  
 
CMA9 banks and building societies can raise a change request using this form.  
Please include the following information: 
 

 

 
 

 

 

• Summary: Enter a brief summary of 
the change 
 

 

 

 

• Description: Enter a detailed 
description of the change. If there are 
changes to the specs, you must 
provide the version number. 

 

• Type of Change: Enter a detailed 
description of the change. If there are 
changes to the specs, you must 
provide the version number. 
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6. Tracking a ticket 
 

You can track the progress of a ticket created by you or someone from your organisation by 
clicking the link provided in the confirmation email or:  

Step 1  Log in to Jira Service Desk: 
https://openbanking.atlassian.net/servicedesk/customer/portal/1/ 

Step 2   

Step 3   

 

 

 

 

 
 

 

 

https://openbanking.atlassian.net/servicedesk/customer/portal/1/
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7. Updating or commenting on a ticket 
 

To add a comment to a ticket: 

 

 

 

 

• Click the ticket 
reference number. 

• Enter a comment in 
the comment 
section 

•  

• . 



 

 
 

   Page 18 of 19 
 

  
 

8.  Receiving Auto-notifications of Planned/Unplanned API 
Downtime 

 
OBIE provide a notification page for planned and unplanned downtime - here -
the page (top right) you will receive instant automated notifications of planned and unplanned API 
downtime reports from ASPSPs. 
 

 

   

https://openbanking.atlassian.net/wiki/spaces/DZ/pages/441614754/API+Downtime
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9. Glossary  

 


