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In 2016, the ATO commenced a discovery piece of work with Fjord to understand the experiences of software developers when working with the 
ATO. This discovery piece highlighted frustrations experienced by DSPs when interacting with the ATO:

• There are too many entry points into the ATO (and it’s not clear how the different areas fit together)

• It is difficult to understand what the right channel is for a particular query

• It’s hard to innovate when it is not clear what the ATO wants to achieve

• DSP’s are constantly approached by different areas of the ATO about the design of new ideas and concepts, and

• When a DSP needs help, they are not sure where to go as there are too many helpdesks.

This exercise led to the designing of the single entry point concept and the EST Executive provided approval to deliver a new externally facing 
service desk and collaboration services to our DSP community. This is a ‘first of its kind’ service and is part of the our strategic direction to build 
better relationships with our DSPs and we expect this tool to significantly improve / support our future interactions with all DSPs.

Online services for DSPs- Future state

Online services for DSPs – Overview
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Online services for Digital service providers (DSPs) provides a single point for you to self-serve (24/7), you will be able to: 
• Log and track your incident and request tickets 
• Access communications and collaboration spaces i.e. ATO Focus Groups, access to Tax Time 2019 Controlled Information, a summary 

Calendar of ATO engagements) 
• A summary of the DSPs profile information to streamline their engagements 
• Access support 
• Provides a central point for information sharing 
• Requires multi-factor authentication to login (i.e. DSPs need to understand that they will need access to a Standard AUSkey to access the new 

Online services. 

Online services for DSPs – Overview
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https://developer.sbr.gov.au/portal/se
rvicedesk/customer/portal/1
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Step 1. Authentication
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Accessing Online services for DSPs requires authentication

Accessing Online services for DSPs prior to 13 January 2020

Prior to Monday 13 January 2020, to begin using our Online services for DSPs, you will need to:
• Register for an AUSkey if you do not already have one. A standard AUSkey is suitable. Information is available to assist you with setting your 

AUSkey permissions.
• Log in and access Online services for DSPs using your AUSkey.
• Complete the registration form. Once we process your registration, you will have access to the full suite of requests

Accessing Online services for DSPs from 13 January 2020

From Monday 13 January 2020, you will need to use your myGovID to log in to Online services for DSPs. You will need to:
• Register for a myGovID
• Get your Online services for DSPs permission set up in RAM. Note: You will need your business' RAM Authorised Administrator to Set the 

permissions
• Log in and access Online services for DSPs using your myGovID
• Complete the registration form. Once we process your registration, you will have access to the full suite of requests

We recommend using Firefox or Google Chrome browsers to optimise the performance and functionality of this service.

Online services for DSPs – Authentication
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Step 2. How to access 
Online services for DSPs
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You can access the service via:

https://developer.sbr.gov.au/portal/servicedesk/customer/portal/1

We recommend you save this URL as a favourite or bookmark:

You can also navigate to this page from the SBR and Software developers website.  

You will be taken to an authentication screen (hosted by Vanguard) to enter you AUSkey - future use will be myGovID (Post 13 January 2020).

Online services for DSPs – Access
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Access points
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Step 3. Setting up a 
profile
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When you first access the service, you will only see a small range of tickets.

If you are the first person to access the service from your organisation you will need to complete the “SBR developer registration” ticket request. 

If you are developing for e-Invoicing you will need to complete the “Expression of Interest” ticket request. 

Online services for DSPs – Register as a DSP
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e-Invoicing  
“Expression of 
Interest” ticket can 
be found here

“SBR developer 
registration” ticket

If someone else in your organisation has already registered you will need to complete the “New contact registration” ticket instead of the SBR 
Developer registration ticket. The system will automatically identify if someone else from your organisation is already active with us, and will offer you 
the “New contact registration” ticket.

Complete this ticket if you are not the first 
person from your organisation to 
authenticate
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You can create  the applicable ticket and  submit it to the DPO. 

Below is an example of what the start of our  “SBR developer registration” ticket

Online services for DSPs – Lodging a ticket
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Fields marked as optional 
are mandatory – However, 
we encourage you to supply 
as much information as 
possible if appropriate

Some fields may pre-fill 
based on information we 
receive from your 
authentication



You will receive a confirmation email when you have created a ticket.

Below is an example:.

Online services for DSPs – Confirmation email
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From: Online services for DSPs < SBRServices@ato.gov.au
Sent: Friday, 29 November 2019 2:49 PM
To: DSP
Subject: DSPT-199 Activity Statement [SEC=UNCLASSIFIED]

To DSP,

Your request is successfully submitted.

The ticket number for this request is DSPTT-199.

You can monitor the request progress through the Online services for DSPs.

A reference 
number for 
the ticket
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Once you have completed a ticket you can view and track it. 

This is done through the requests summary screen , located top right hand of the service desk screen. 

Online services for DSPs – Viewing tickets
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Each request is allocated a  

reference number

Each request is given a 

status

Icons are used to 

distinguish request types

Note

• Tickets can be lodged 24/7
• Tickets can be accessed to review status and details
• All tickets can be viewed for your organisation
• Have the ability to restrict access to an individual within an organisation if required i.e. the Operational Framework
• Able to add attachments to the ticket
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You can see more detail about your request by clicking on the reference ID to open the ticket. 

Online services for DSPs – Review and update a ticket
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Can view the 
DPO 

response

UNCLASSIFIED – VERSION 1.0



Using Confluence –
Collaboration and 
Knowledge Base
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Online services for DSPs – Collaboration Hub Homepage
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Navigate to 
knowledge 
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profile via 

DSP profile
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You will have access to the Collaboration Hub once you are registered. 



At the DSP profile, DSP’s can view information, registration of products, the various stages of development along with the API’s being consumed. 

Online services for DSPs – Collaboration Hub DSP profile
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DSP’s can view 
own profile details

View product and 
services that are 

in production

Can view products 
and services in 
development
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To troubleshoot common problems DSP’s can search a repository of information in the Knowledge Base. 

Online services for DSPs – Knowledge Base
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You can either navigate 
directly for topics via the 
Page Tree or search for 
key words via the search 

bar
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Using support tickets –
Progressing through your 
development lifecycle
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Online Services for Accessing all tickets
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Tickets have the 
information to identify 
what they are used for
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You can also search 
the Knowledge Base 

from here

Once your initial registration ticket has been processed you will then have access to our full range of requests to assist you in your development. 



Development lifecycle - The steps

DSP’s must go through the key steps of the development lifecycle.

Step 1

Registration

Step 2

Analyse, build and test

Step 3

Whitelisting and certification

Step 4

Go live- production

20

Operational Framework
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Online Services Tickets to be used for testing
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Once your software is ready to test, you will need to:

• In Online services for DSPs, complete the Register your product and enter EVTE ticket to let us know you are ready to commence testing and 
receive your EVTE product ID. 

• Once your product is registered you will also be able to Report an incident via the Online services for DSPs

• You also need to meet your Operational Framework requirements

• Once you have completed conformance testing you can then progress to Request and execute PVT

On completion of  PVT testing and having met all requirements DSPs will then be ready to go live!
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