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7" December 2023 USER NOTICE

Title ESR Service Desk downtime

Purpose To provide Users with details about the downtime for the ESR
Service Desk

Intended Audience | All Registered Service Desk Users

SUBJECT

The ESR Service Desk will be withdrawn from service on Friday 5th January 2024 for the technical
upgrade.

Purpose & Intended Audience
This Notice is intended to advise all registered Users of the downtime, taking place for the ESR Service
Desk.

Description
The system will be unavailable for 29 hours between 18:00 Friday 5th January 2024 — 23:00 Saturday
6th January 2024. Please note that during the downtime period:

e Users that need to raise a new Service Request (SR) are asked to call the ESR Service Desk
Line on 01606 663670.

e Users that wish to update existing Service Requests (SRs) are asked to wait until the system is
available again following the downtime.

ACTION REQUIRED
None

FURTHER INFORMATION
Following the upgrade there will be a new layout in Service Request form for the Log Tab:
To improve performance we have initiated a change to the Service Request Log tab view.

Currently the Log tab contains two tables, one for Work Log and one for Ticket Log, as shown
below. The Ticket Log currently displays both ticket updates and email interactions.

Post Update the Log tab will now contain three tables as per the screenshots below:
1) Work Log, which will remain unchanged

2) Communications Log, which is the new table. This will contain all the email interactions for
the ticket.

3) Ticket Log, which has been amended to no longer hold the email interactions for the ticket,
since this will now be contained within it's own log.

Pre-Update view in Self-Service Center

NOT PROTECTIVELY MARKED

UN3374 - ESR Service Desk downtime 07/12/2023



UN3374
2 0of 3

7" December 2023

Electronic Staff Record
Programme

USER NOTICE

NHS

Title

ESR Service Desk downtime

Purpose

To provide Users with details about the downtime for the ESR
Service Desk

Intended Audience

All Registered Service Desk Users

Work Logs [ Fiter > ¥ 1-2o0f2 B B
Record Class Created By Date =+ Type Summary Viewable?
D SR2271303 SR BORCHARDC ' 24/08/2023 09-16:08 REQUESTUPI ILJ‘\‘ Request an Update.
D SR2271303 SR SAMPLEJ i 23/06/2023 10:06:33 EMAILOUT ILJc First Contact Email
New Row
Ticked Logs b o +* L of
Regasd Trpe  Charges Dk o Cngege B b o Seain Gregipe hgun L coscuphes igs g
“squam
L] 24508/ 2023 09:16:08 Request an Update,
*rwi Corisd B
] EIMESIOET 10:06:33 First Contact Ema
il Coda 184 - 12K .
Comisci rarra Ch oz Corlezt Mumter 0784525111
Rezoried Picty 3 -Figh "
p 1063023 10:06:37 Priority 3, ##SRIZT13034# update acknowledged (3| FLA D e arel e 2740 180300
5F: Surrzary WPH sdmin profis -
3
L] 2306/2023 10:02:15 SR
Post-Update view in Self-Service Center
View Service Request
gusst Daiaits Loy || e
L —
Work Logs  #om i *| =
i prep— FH e
b [ BORCHARDE [11Ramizs 1155 58 oLt  CoreaetEm
e B
N =
Dal - Sutiect

o

Ticket Logs v« e
@ T fhes or spwcibe eoeds, speciy dula i
B tox  Lhares Dak -

Sy M

11/09/2023 11:55:50

2H/062023 19:00;00

BORCHARDE chris@es

Dunsels

MYy Hmee

r.internal.uk. com 11/09/2023 11:55:39 Frionty 5, # £SA237 16864 update acknowiedged

2ol 2

First Gontact Emall

UN3374 - ESR Service Desk downtime

NOT PROTECTIVELY MARKED

07/12/2023




UN3374 Electronic Staff Record

30f3 Programme m

7™ December 2023 USER NOTICE
Title ESR Service Desk downtime
Purpose To provide Users with details about the downtime for the ESR

Service Desk

Intended Audience | All Registered Service Desk Users

NEXT UPDATE
None
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