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ourse Guidance

* Session duration max. 1hr.
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« Questions can be submitted via the Chat panel at any point throughout the session.

\J
Electronic Staff Record Search content E

Business Services Authority

o A C O p y Of t h e p res e n tat i O n S I i d eS y About ESR v Looking for help Notifications v Manage subscription ESRHub v ESR Education and Training Service Management *
along with the Q&As from

h . . . ESR Service Desk ESR Service Desk Webinar
p revl O u S SeSS I O n S IS aval I ab I e The ESR Service Desk is a dedicated portal to allow those responsible for managing ESR in each NHS Organisation to Please access the ESR Service Desk Webinar for guidance on logging in, navigating the Self Service Center and raising Service
1 request assistance from the ESR Programme Teams. Each NHS Organisation has a maximum of 10 authorised contacts Requests

d f ; . Ivl t > that have login credentials for this service. This service is not available to NHS employees who should contact their own
u n e r e rVI Ce an aq e l I l e n ESR System Administrator for any queries they may have related to ESR.
ESR Payroll Schedules
E S R S e rVI Ce D eS k 0 n th e E S R This section contains details of the payroll processing schedules which have been received from ESR organisations for
2024-25
If you see the screen shown opposite then you may have typed your

ESR Service Desk Hints and Tips
Hub.
Username or Password incorrectly.

* These will be updated with Q&As NHSER Bl ity st

locked your account.

ra|Sed tOd ay an d I n a.n y futu re R i Authorised Contacts for the ESR Service Desk can telephone to ask
sessions that are held.

- Use the following link to download the spreadsheet: Download the spreadsheet
Logging in Issues

Welcome to ESR Service Desk

ESR Lead at your employing organisation if help is required with ESR
access. (See Looking for Help for more information)



https://my.esr.nhs.uk/dashboard/web/esrweb/esr-service-desk

Agenda

* Logging into the Service Desk
« Forgotten Password
« Navigation and Portlets

« Raising an SR
* Priority
« Summary and Details
« Attachments

« Managing Service Requests

« Contact Management

* General Enhancement Process
« ESR Bl Enhancement Process
« Additional Guidance



Logging into the Service Desk




Logging into the Service Desk

If you are given access to the ESR Service Desk you are classed as an Authorised Contact.

As an authorised contact you can log into the ESR Service Desk access using
https://servicedesk.esr.nhs.uk/

You will be presented with the following page:

Welcome to ESR Service Desk

User Name: Enter your User Name
and Password and
click the Sign In button.

NOTE: If you enter incorrect
details after 3 times you may
havelocked your account.

Forgot Password

©& Copyright IBM Corp. 2007-2017. All rights reserved. See product
license for details.



https://servicedesk.esr.nhs.uk/

Forgotten Password

If you forget your password, click the Forgot Password link to receive a new password.

Welcome to ESR Service Desk

This option can only be used if you have previously
completed the Password Information section
within your ESR Service Desk account.

Forgot Password

& Copyright IEM Corp. 2007-2017. All rights reserved. See product NOTE' If your account IS IOCked you
license for datails. cannot use the Forgot Password link and
must instead request a password reset.




Password Information

When logged into the ESR Service Desk click the Profile“ icon.
From the list of options select Password Information.

Self Service Center T SC NG
[=] Default Information

[@=] Personal Information

|Search for Solutions, Offering and Quick Inserts U8 ol (52l Password Information
n
N

View My News. ..

Password Information

To change your password, please enter your exisling password and then fab to the followin

e R e . . . Within the Password Information

To enable the Forgotien Password feature please select a single question and provide an aj i

Security Question fields. More information Wi ndOW, enter your Current Password
User: FISHERS SF =] to enable the Security Question field.

y

Current Password: reesresees

Mew Password |

Verify Mew Password

Click the Search icon to
select a security question.

A

Security Cuestion: L:d;,

Answer

OK Cancel




Password Information

The following options are available:

Password Information
Select Value
a he
¥ Eiter > C i 1-30of 3 o =
s Valug Description
{ | ]
BIRTHPFLACE Place of Birth X -
Select the security question by
FIRSTSCHOOL First School . . . .
vl | = |e —_— clicking the applicable hyperlink
< MAIDEMNAME Mother's maiden name in the Value C0|umn.
[=
Cancel

ance Only one security question can be
selected. If you change your security
question this will overwrite any
previously selected questions




Password Information

Password Information

To change your password, please enter your exisling password and then tab to the following fields to
,a create and verify the new password

To enable the Forgotien Password feature please select a single question and provide an answer in the

Security Question fields. More information

With your password

information recorded you

can use the Forgot
Password link, on the ESR

Mew Password o

Service Desk homepage, to

request a new password.

User: FISHERS SF =

Current Pazsword: 1eesessees

Werify Mew Password

Enter the response to
your security question in

Answer:l =: the An swer f|e|d

OK Cancel

Security Question: | BIRTHPLACE ':.J{ Place of Birth

Click the OK button to
save your password
information.




Forgotten Password

If you forget your password, and have not recorded your password information or your account is
locked, you must do one of the following:

« Ask another Authorised Contact to raise SR on your behalf requesting a password reset.
Request a new Service > ESR Service Desk

Add Mew VPDs To ESR Service Desk User Account Delete ESR Service Desk User

a Service a Service

Mew ESR Service Desk User Account Remowve VPDs From ESR Service Desk User Account
a Service a Service

Request Changes to ESR Service Desk Account details Reset ESR Service Desk Password
a Service a Service

« Contactthe Service Desk to request a password reset on 01606 663670.



Navigation and Portlets

When logged into the ESR Service Desk you will land on the Self Service Center.
A toolbar is displayed at the top of the page with the following options:

Reports Sign Out

Click to sign out
of the ESR
Service Desk.

Click this icon
to generate
usage reports.

Profile Help

Click this icon to manage Click to launch
your personal and the service desk
password information. help pages.




Navigation and Portlets

W ithin the Self Service Center are a number of Portlets.
Main Portlet:

| Search for Solutions, Offering and Quick Inserts Q ]
| & 10 o : " ['within this folder you .
This option e — ) can browse solutions
enables you to LK View all existing Solutions. ) to common queries.
request a o e
SeI’Vice, fOI‘ > " Request a new asset or service.
example a mass B T e e e oo me, > J—] TS Option should be
update in ESR. — used when you wish to
e report an issue, for
- - example you can’t

complete an action in ESR
as you have an error you
This folder lists the don’t know how to resolve.

SRs you raise
most frequently.




Navigation and Portlets

W ithin the Self Service Center are a number of Portlets.

My News
Recent Activity
No recent activity

| Contacting Us
| If you have an issue, please search for a solution using
Browse Solutions before contacting the helpdesk.

Useful Links
ESR Hub

ESR Service Status

Helpdesk Telephone Number
01606 6632670

My News

This portlet displays (up to) the five most recent and active messages
about critical problems and incidents, and information broadcast
through the ESR Service Desk.

My Requests

Recent Activity
SR Closed
SR Closed

SR Closed
SR In Progress
SR Closed

Useful Links

This portlet contains links to the ESR Hub and ESR Service Status
page and provides the Helpdesk telephone number.

My VPD Requests
Recent Activity
SR Q
SR n
SR Queuved
SR
SR Q

a

My Requests

This portlet displays the 5 most recent Service Requests you have
raised and their current status.

a

My VPD Requests

This portlet displays the 5 most recent Service Requests raised within
your VPD and their current status.




Questions?

Please submit via the Chat panel.

Answers will be added to the presentation slides on the ESR Hub.
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https://my.esr.nhs.uk/dashboard/web/esrweb/esr-service-desk

Raising a Service Reguest (SR)




Raising a Service Reguest (SR)

There are two types of Service Request:
 Requesta new Service
* Reportan Issue

NOTE: You can also enter a

[ Q || 'Search for Solutions, Offering and Quick Inserts '_'% : keyword in the Search field to find
_ a solution to your query.
LA View all existing Solutions. <
- FC{sp trt . Service Request to report an Issue.
R — Before raising an SR use the

- al acce: o} e services you mao en request. Browse Solutions folder to
determine if a solution is already
available for the issue you have.




Raising a Service Reguest (SR)

Reportan Issue On clicking the Report an Issue

folder a series of additional folders
will be displayed.

[ @ | 'Search for Solutions, Offering and Quick Inserts '::'%

Home

Browse Solutions
View all existing Solutions.

Request a new Service [ ﬁ [ ] Search for Solutions, Offering and Quick Inserts '_'% D" ]
o Request a new asset or service.
Home » Report an Issue » AC
mg Reportan Issue < [ (= Servicss
~ Create a new Service Request to report an Issue. - | B & Ac Absence Access Security
[+] [ Absence K g i
Frequent Requests B R s S
Easy access to the services you most often request. [ [ 2acs BACS HR
& = HR — [
[& [ Interfaces
[&] [ Leaming Management Interfaces Learning Management Select the fOIder
[&] [ Notifications
' L H
| Gccupstional Health h h h
B s which represents the
ﬂ 35\/ . . .
Motifications Occupational Health H
0 (9 peernanc [ L category under which
[+] [ Portal .
[#] [ Print Production y f " f
@ o o R our issue falls, for
5 C sepoung L L example Portal.
& [ Self Service
bF:\ TRLY Portal Print Production
& (3 RS " )
& [ acT -
& C0mEm Registrations Reporting
' '
Self Service TPLY
' L
TRS




Raising a Service Reguest (SR)

Reportan Issue

A series of sub-folders will be displayed, enabling you to further
| _ categorise the issue you wish to report.

{n} | | Search for Solutions, Offering and Quick Inserts '3._'%
i e o2 | Select the applicable sub-folder, for example Portal \ Dashboard.
= E;n-::s Portal Y, Configuration Portal Y, Dashboard
[+] [7] Absence
[# [ Access Security
[+] [ BACS r 1
& Cue . ﬁ‘ [ Search for Solutions, Offering and Quick Inserts |j7'
g 2y
[ [ Interf:
3] g Manag t Home * Repart an Issue » AC * Portal » Portal \ Dashboard =
[&] [ Motifications [ (= Servicas
@ Occupational Health B (= Ac E Portal \, Dashboard ..
[# (3 Pay [x] [ Absence
& [ perform [ [ Access Security A
‘ [ (= Portal j g j’:”g
ba Portal 9 [ (3 Interf: R
8 P\ Suscrd S Click on the blue Report an Issue
[#] [ Print Product o) ["_‘, Notifications . . .
B 3 e ooty icon to add details to the Service
[# [0 Reporting H 3e|:fU'Tsr‘:E
Bl 0 s e Request.
@TY [#] (] Print Production
O [ O3 Reg
& [ AcT [ [0 Reporting
[ [ 1Bm [ r_r-: Sel
2 TRLY
[ O
B (O acT




Raising a Service Reguest (SR)

The Report an Issue page is displayed
with a number of fields pre-populated with
the details of the person raising the SR.

NOTE: All fields marked with an  must be
completed.

Reportan Issue

Report an Issue

Priority Description

1 - Critical: - The ESR system is unavailable to a large group of ESR Users, or there is an issue that may cause signi
2.g. the system is not &V to any user at the Organisation; request to recall 8 BACS file
nisation and no acceptable workaround available; or
d

rkaround; or moderate adverse im
ile containing payroll affecting|

For priorities 1,2 or 3, you will receive a phone call from the Service Desk shortly after the call has been logged. Please be available to take the call

Describe the Issue Attachments

Service Desk user, click

Phone: +44 01926 47 4747

Customer:|000 @ Bm = Priority Q
- Provider. Q 5} Classification’| Portal \ Dashboard &
If you are raising the SR
On behalf Of another Reported By FISHERS Q@ Reported For: [FISHERS @
Mame: SF Name:|SF

Phone:|+44 01926 47 4747

the magnifying glas_s in | e If you are raising the SR
the Reported For field to o on behalf of a person who
search for the person. I ] - is not a Service Desk
I Y [of =u5|BII_I'-S-|3: C o= :——:evsﬁ’vv &vmav@avs‘i d I t the entr |n
The remaining fields will ) LS€l, deiete Y
the Reported For field and
auto-populate. o
complete the remaining
Specifications | Filter > 1-10f1 [ 4 = fields manua"y.
[y o Which dashboard is impacted? Q

Add to Favorites Submit Now Cancel




Raising a Service Reguest (SR)

Reportan Issue — Priority
A priority must be assigned to the issue you are reporting.

Report an Issue

Priority Description

1 - Critical; - The ESR system is unavailable to a large group of ESR Users, or there is an issue that may cause significant financial loss.
e.q. the system is not available to any wser af the User Organisation; request to recall a BACS file

2 - Severe: - Major adverse impact on activity of the User COrganisation and no acceptable workaround available; or may cause some financial loss
e.q. 8 payroll process is failing and the pay date is potentially compromised.

It is essential that you
assign the correct priority
to your SR to ensure you
receive the right level of
support for your issue.

- Major adverse impact on activity which is reduced due an acceptable workaround; or moderate adverse impact on activity.
e.q. inability fo access the sysfem for a number of users; an inbound inferface file containing payrall affecting data has failed
4 - Moderate: - Minor adverse impact on the provision of the Services to ESR Users

e.q. inability fo access data for a single user; request for delegate to atfend 8 Uiser training s8ssion.
5 - Low: - A cosmetic flaw that does not undermineg the confidence in the data being displayed.

e.q. speling error; or misalignment of dafa on screen display, a request for service, change ar enhancement.

9 J - High:

For priorities 1.2 or 3, vou will receive a phone call from the Service Desk shortly after the call has been logged. Please be available to take the call.

Describe the Issue Attachments

Je
A

Customer; | 000 @, 1BM =4 Priority




Raising a Service Reguest (SR)

Reportan Issue— Priority Examples

2 Severe
Select Value This priority should be given
1 Critical . to a SR if the issue could
7 Fiter > © ¥ F1-5.fs — result in financial loss or is

This is the highest priority that having a major impact on

=
B
=
[i7
=
I
1]
L)
=
=
=]
=]
=

can be given to a SR and ) local processing, for

should ONLY be used where R - example staff may not get
there is an issue that may ’ == paid on time due to a Payroll
cause significant financial loss 2 Severe process failing.

or is affecting system access / High

performance, for example the
ESR service is unavailable.

oderate

L [
=

-
[=]
4
=

3 High

This should be used where the issue is
having a moderate affect on ESR but with no
financial impact for example, an individual
user cannot access the system.

If an SR is raised as a priority 1, 2 or 3
you will receive a telephone call from
the Support team therefore you will
need to be available to take this call.




Raising a Service Reguest (SR)

Reportan Issue— Priority Examples

4 Moderate

This is the standard priority
that should be assigned to any
SR that doesn’t meet the
criteria of a high priority call
but that is having an impact on
ESR Activity, for example you
are unable to hire / terminate
an employee.

Select Value

+ Fitter > O Ene 1 -5 of 5 = 8

Value Description

[}
S
=
=L

LA
=
1
I

=
=
=

5Low

This is the lowest priority that
can be givento a SR and is
applicable when the issue is
cosmetic, for example a
spelling mistake, or where
there is no immediate impact
on ESR activity.

=

oderate

N
N

\ 4

] | Jia 18] |== |:|

-
[=]
4
=

Cancel




Raising a Service Reguest (SR)

Reportan Issue—-Summary and Details Details

This field should be used to
provide as much information
as possible to explain the

> Summany| | issue you are facing including
PO fBRBIUSEEee=E===7-F- A 002 examples where applicable.
Fant ~ size ' Format |Mone "
Detais

Specifications b Filter 1-10of1 s -

. Description Value
Summary Which dashboard is impacted?
Here you should provide a
brief summary of the issue. Add to Favoriles  Submit Now Cancel
This should be meaningful
and an accurate snapshot Do not enter sensitive
of the issue. information into either the

Summary or Description fields.




Raising a Service Reguest (SR)

Reportan Issue—- Summary and Details

Specifications

Summary Dependent on the issue being raised you may
@Rt EBIUSE EesE|=E === 48 A4 also be presented with a series of questions.
Font s e von® Competing these fields will help the ESR

Support Team with their investigations and, if
required, replicate the steps.

Detais

Specifications b Filter 1-10of1 s -
Aftribark Description Value
I Which dashboard is impacted? .| PUE——

Add 1o Favorniles Subrmit MNow Cancel

If the question has a Search
icon next to the Value field, cI|ck
the icon to select an option from
the pre-defined list.




Raising a Service Reguest (SR)

Reportan Issue — Attachments

Where possible screenshots of the issue you
9 Only files with the following formats can be attached: are haVIng1 InCIUdlng any error messageS,
should be added to the SR as attachments.

Describe the Issue Attachments

pdf zip, bt doc, docx, gif jpa, csv,xls xIsx, ppt,xsl.bmp, png, ppt=, catalog, msg, dat, mf

9 Clear the check box beside the Print attached document with report if printable type oplicn (Advanced Option) if the
file being attached is not in cne of these formats:

pdf csv tet, doc,gif jpag xls, ppt, pph:, docx, xIsx, png, cfT

Attachments > 0-00of0 B

Document Description

There are no rows to display.

I Attach File I Aftach Web Address Link

A

Speciicaions  p Fiter > | Click the Attach File button. =
Aftribute Description Value
13 Which dashboard is impacted? MyESR &
Add to Favorites Submit Mow Cancel




Raising a Service Reguest (SR)

Reportan Issue — Attachments

The Display Name field
should be populated with

- =l Attach File the title of the attachment.
The Viewable checkbox will
be thked by defaUIt The __ Add here any attachments containing information that could help us better attend Jour

- 'a service request, such as screen capture and error logs. A decument 1D and descrigtion are
Sensitive InfO |nCIUd6dr) required to be entered before an attachment can be added.
qheckbox sh_ould also be ispay Name |_____| @
ticked if applicable. B |

Description I I:

Sensitive Info Included?

\ 4

The Description field should give a
brief explanation of what is attached.

Wiewable? v

Specify a ﬁ|E:I Choose File IN:} file chosen

a

Cancel

Click the Choose File button to
browse and select the attachment.




Raising a Service Reguest (SR)

Reportan Issue — Attachments

Aftach File

Add here any attachments containing information that could help us better attend your
service request, such as screen caplure and error logs. A document 1D and description are
required to be entered before an attachment can be added.

Display Hame [ERROR Once the attachment has been
Description:| Screenshot of error message addEd, if the OK button is not ViSible,
press the Tab key on the keyboard

Sensitive Info Included?

Wiewahle? v

Specify a file|_Choose File | Error Message.png

OK Cancel

The OK button will be
enabled, click to continue.




Raising a Service Reguest (SR)

Reportan Issue — Attachments

Describe the Issue Attachments

9 Only files with the following formats can be attached: CO nflrm atIO n Of th e
o R | submission is displayed,
pdf zip txt,doc, docx. gif jpg, csv xlIs, xlsx ppt,xsl, bmp, png, ppte, catalog, msg, dat, mf .
. . . | o quoting the SR number.
9 Clear the check box beside the Print attached document with report if prinfable typs
file being attached is not in one of these formats: The a‘ttac hme nt has
pdf csv,bit doc,gif jpg %15, ppt, pptx, docx, xlsx, png,cfr been added to the SR.
Attachments > 4 1-20f2 o+ = Service Request Submitted
Document Description Service Request 5238 has been submitted
ERROR Screenshot of error message 0} |« oK

Attach File Attach Web Address Link

If you have multiple attachments to |,
add, click the Attach File button Once aII_attachments have been
again to repeat the process. added click the Submit Now
b Which dashboard is impacted? [MyESR button to raise the SR.
Add to Favorites Submit Mow Cancel




Raising a Service Reguest (SR)

Viewing Attachments

To view an attachment that has been added to an Service Request, click the SR number in the My
Requests portlet.

Select the Attachments tab. Downloads P e D
- . TPLY.docx
Request Details | Questions Leg = Solutions | Aftachments - Cman fil
A

'9 Only files with the following formats can be attached

pdf zip, tt, doc, docx, gif jpg, csv xls xlsy, ppt xsl, bmp, png, ppte, catalog, msg, dat, mf

In the Downloads
window, click Open file

9 Clear the check box bezide the Print attached document with report if printable type option {Advanced Option) if the file being attached is not in one of theze formats:

pdf,csv txt, doc, gif jpo.xls, ppt, pptx_docx, xlsx, png.cfr to VieW the attaChment.
Attachments P Fiter > ¥ 1- 2 of 2 o=
Document Descriplion Created Date Created By
TPLY TPLY 06/02/2023 16:13:37 FISHERS
4+ Attach File Attach Web Page
OK Cancel Resolve

Click the hyperlink in the
Document column.




Raising a Service Reguest (SR)

Request a Service

If requesting a service that requires a

Mass Update - Competencies template to be completed, click the
Requst i - st | [o]e Paperclip icon to access the template.
asewlte Mass Upload facility to enter bulk volumes of competencies in to ESR ThIS ShOUId be Completed and

attached to the SR.

This enables you to enter a date by which
the service is required however this must be
at least on or after the Fulfillment Time
which is shown at the top of the page. a

Mame:|SF

Request a Servicq

Custome

Provide

Reported By: FISHERS | @, Bh 44 01926 47 4747
one:|+ fafars

- rrrr—1? The steps to take to Request a Service are
e Feec iz & the same as when raising an SR to Report
Offering Details = Comments and Ratings an Issue however, SerVICeS have a
Required By Date rather than a Priority.




Raising a Service Reguest (SR)

Request a Service

Mass Update - Competencies

Comments: 39 Fulfillment Time: 10 Working Days

Request = B 4 Confirmation of the
a sewlte Mass Upl:;ad 1aci|it.y' to ente;'bL.JIk volumes of competencies in to ESR S u b m IS S io n iS d iS p Iayed 1
quoting the SR number.

Request a Service

Service Request Submitted

Customer: ||BM @, 1BM =

Provider: a = Reported For.[FISHERS A Service Request 5238 has been submitted
Name: |SF

Reported By: |FISHERS @,

Once all details have been entered and
@ any attachments added, click the
] Submit Request button to raise the SR.

OK

Offering Details Comments and Ratings

Submit Request

Add to Favorites Rate this Offering Cancel




Questions?

Please submit via the Chat panel.

Answers will be added to the presentation slides on the ESR Hub.
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https://my.esr.nhs.uk/dashboard/web/esrweb/esr-service-desk

Managing Service Requests




Managing Service Requests

When you receive an emalil reply from the Support Analyst about your issue, if you
wish to reply to this email rather than logging into the ESR Service Desk to
respond, please ensure that you do not change the format of the subject heading.

This is shown in the example format below:

‘Update on ##SR12345678##, Service Call...’

If the format of this heading is changed then the email will not reach either the SR
or the Analyst and will delay progress.



Managing Service Requests

Request Update / Escalate

To request an update on a Service Request or escalate the call, click the SR
number in the My Requests portlet.

Select the Log tab.

Request Details =~ Questions | Log | Aftachments

a Work leg for the service request.

Work Logs [ Eiter > 1-10f1 o =
Record Class Created By Dale = Type Summary Viewable?

D SR SR L D2/02/2023 14:52:04 EMAILCUT Qt First Contact Email
[ wewrow |

Click the New Row button.




Managing Service Requests

Request Update / Escalate

Request Details =~ Questions = Log @ Attachments

9 Work log for the service request.

Work Logs | Fiter > @ 1-2of 2 o4 =
Record Class Created By Date = Type Summary Viewable?
B =R SR i 02/02/2023 14:52:04 EMAILOUT @ First Contact Email
¥ SR SR i 02/02/2023 15:04:56 CLIENTNOTE| (@ If reque_Sting an update or
_ escalating a call you must
Details
follow these steps.
Record: SR Summary: =
Class: SR
Created By: i
Date: 02022023 15:04:55 Details: The Type WI" defaUIt tO CLIENTNOTE.
Type: [ENEINIIENE |, [« Click the Magnifying Glass icon to select the
type of Log Note you wish to add to the SR. .
New Row




Managing Service Requests

Request Update / Escalate

CLIENTNOTE
This option enables you to add further information to an SR.
Select Value
& Fiter > @ ¥ 1-50f5 4 =
Value Description
CLIENTNOTE Client Note
REQUESTUPDATE Request Update
RESOLVED Resolved.
ESCALATE Escalate
Cancel




Managing Service Requests

Request Update / Escalate

Select Value
v iter > Q $  1-50f5s REQUESTUPDATE
Val D ipti .
— ] — Use this to request an update on the status of an SR.
CLIENTNOTE Client Note
REQUESTUPDATE Request Update
ESCALATE Escalate
Cancel




Managing Service Requests

Request Update / Escalate

Select Value
¥ Fiter > C S 1-50f5 4 =
Value Description
CLIENTNOTE Client Note
REQUESTUPDATE Request Update RESOLVED
RESOLVED Resolved. This should be used to notify the Support team the
ESCALATE Escalate information provided has resolved the issue.
Cancel




Managing Service Requests

Request Update / Escalate

Select Value

¥ Fiter > C S 1-50f5 4 =
Value Description

CLIENTNOTE Client Note

REQUESTUPDATE Request Update

RESOLVED Resolved.

ESCALATE Escalate

i

Use this option to escalate the SR.




Managing Service Requests

Request Update / Escalate

« Do not enter a request for update or escalation in response to a Service Desk email as your
request will not be picked correctly and may not lead to a satisfactory result.

« Support will endeavour to respond to requests for updates within 48 hours.
« Support will endeavour to respond to escalations within 24 hours.

NOTE: These timeframes are based on best endeavours and may not be achieved during really
busy times, such as following an ESR Release.

REMEMBER: The helpdesk number (01606) is not intended for escalation purposes. Our Analysts
cannot accept incoming calls unless this has been pre-agreed via the SR. The helpdesk team will
not be able to put you through.

If you have followed the correct process, and it fails to result in an update from the ESR Support
Team, the issue can be escalated to your dedicated IBM Client Relationship Manager.

Please be aware that your NHS Functional Account Managers do not have access to the ESR
Service Desk and are therefore unable to assist with escalations or issues with the IBM Service.



https://my.esr.nhs.uk/dashboard/web/esrweb/esr-customer-relationship-managers

Managing Service Requests

W hen the status of your Service Request changes you will automatically receive an email.
Customer Response

 If the status of your SR is set to Customer Response you are required to provide more
Information for the Support Team to progress your call.

 If you do not respond to the request for additional information within 30 days, your Service
Request will be automatically closed.

Customer Closure

 If the status of your SR is setto Customer Closure, a resolution to your issue has been
provided. Remember to check the Solutions tab for details.

 If you are happy with the resolution you should attach a RESOLVED log note to the SR.

 If you do not do this, or update the SR to say the resolution is not satisfactory, within 60 days
your Service Request will be automatically closed.



Questions?

Please submit via the Chat panel.

Answers will be added to the presentation slides on the ESR Hub.
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Contact Management




Contact Management

« Up to 10 user accounts are available per Trust.

 Where a payroll provider has multiple VPDs contact with the Client Relationship Manager will
need to take place to discuss the requirement.

« Accessis restrictedto ensure that the relevant triage is undertaken.

« PLEASE notify us asap if an ESR Service Desk User leaves your Organisation or if changes are
required.

Request a new Service > ESR Service Desk

Add Mew VPDs To ESR Service Desk User Account Delete ESR Service Desk User

a Service a Service

Mew ESR Service Desk User Account Remowve VPDs From ESR Service Desk User Account
a Service a Service

Request Changes to ESR Service Desk Account details Reset ESR Service Desk Password
a Service a Service



Questions?

Please submit via the Chat panel.

Answers will be added to the presentation slides on the ESR Hub.
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General Enhancement Process

Matt Lye
NHS ESR Development Advisor




ESR Solution Development

It is essential that any process that identifies and promotes change to the ESR systemis clear,
transparent, and fully auditable in terms of justification of budgetary spend and value for money. It
also needs to be able to react to perceived user needs in a timely and efficient manner.

« Any authorised user of the ESR Service Desk solution will be able to raise a suggestion for
system enhancement at any time;

« When a call raised by an authorised user is classified as an enhancement (following ESR
Central Team triage and assessment against existing requirements, national policy etc), the user
will be asked if they wish to progress by the NHS ESR Development Team;

« Ifthey do they will be asked to work with the NHS ESR Development Team to agree a
comprehensive definition of the requirement and provide a separate justification of the business

need, benefits case, etc.



Development Request Process Flow

Financial/technical restrictions fsimilar request in progress/

SR qgill be triaged by |8M request not in line with policy or ESR direction
and passed to NHS as
potential enhancement

Weelkly review of new ENH SRs by NHS Development and
Operations Team

Clear RO
Send to release allocation and share with relevant users



The Business Justification Form

All documents are available on the ESR Hub in the Document Library:
ESR Solution Development and User Forums/ Development process

Home / ESR Solution Development and User Forums / Development process

Documents

L oo e e Appendix 2 of the ESR-NHS0132 National Special Interest
ESR—I.\J‘ITLS;HZ - Special Interest Groups and ESR Solution Development w11.0.pdf G rou pS an d ES R SOl ution Devel Op ment d Ocu ment.
Hzﬁwt ESRHUB_ROOCT = ESR Scolution Development and User Forums > Development process . . .
Basic Document Business Justification Form for ESR Development

] - NHSJBICKERTON, modified 1 Year ago. Re UeStS

=

Business justification form - benefits casedocx
izi::‘fciSRl-UB_ROOT > ESR Solution Development and User Forums > Development process EaCh Section Of th iS form m ust be Comp I eted fu | Iy p rior to

Basic Document Su b m ISSiOn .

Users writing business cases in support of enhancement
SRs can seek the support of their regional special interest
groups and/or the NHS ESR Functional Account Manager
for their region.



https://my.esr.nhs.uk/dashboard/web/esrweb/browse-content/-/document_library/7FXjBv5vbrZX/view/656513964?_com_liferay_document_library_web_portlet_DLPortlet_INSTANCE_7FXjBv5vbrZX_redirect=https%3A%2F%2Fmy.esr.nhs.uk%2Fdashboard%2Fweb%2Fesrweb%2Fbrowse-content%2F-%2Fdocument_library%2F7FXjBv5vbrZX%2Fview%2F656513959%3F_com_liferay_document_library_web_portlet_DLPortlet_INSTANCE_7FXjBv5vbrZX_redirect%3Dhttps%253A%252F%252Fmy.esr.nhs.uk%252Fdashboard%252Fweb%252Fesrweb%252Fbrowse-content%253Fp_p_id%253Dcom_liferay_document_library_web_portlet_DLPortlet_INSTANCE_7FXjBv5vbrZX%2526p_p_lifecycle%253D0%2526p_p_state%253Dnormal%2526p_p_mode%253Dview

The Business Justification Form

Administration
« Name of person raising the request.
« Organisation of person raising the request.

« Supporting SR number.
Benefits case

« Describe how the proposed change supports any national strategy or initiative.

» Describe clearly the benefits of the proposed change including how it would improve the usability
of ESR and increase productivity, or efficiency and effectiveness.

* Provide details of financial impact - reduction in costs, time, etc.
« Describe how the proposed change could increase the utilisation of ESR functionality.
» Describe how you and your region would promote this change to other ESR users.



Completing the Business Justification Form

* Provide a strong case for change
« Support for National Strategies — make reference to the strategy, policy or initiative
» Make clear the benefits of the requested enhancement

* Include an estimate of the number of users impacted and the reduction in time taken for
transactions or business processes which will be enhanced by the request

« Ifthere are any cash releasing benefits to your organisation include them
 Ifthereis a potential for increased use of functionality reference it

* How will you promote this change? Demonstrate how you would promote, endorse and share
best practice

Email the completed form to Julie Bickerton at julie.bickerton@nhsbsa.nhs.uk



mailto:julie.bickerton@nhsbsa.nhs.uk

Additional Development

Requests for changes to:

Home / ESR Solution Development and User Forums / Development process

Documents

* Supplementary ROIES O @ - NHSJBICKERTON, modified 2 Years ago.

Request for new competence v1.0.docx
Approved

) C O m pete n Ces Home > ESRHUB_ROOT = ESR Sclution Development and User Forums > Development process

Basic Document

O - NHSIBICKERTON, modified 7 Months ago.
Request for new supplementary role v3.0.docx
Approved
Home = ESRHUB_ROOT = ESR Solution Development and User Forums > Development process
Basic Document

Should be made via the appropriate forms which can be found on the ESR Hub in the Document
Library - ESR Solution Development and User Forums/ Development process



https://my.esr.nhs.uk/dashboard/web/esrweb/browse-content/-/document_library/7FXjBv5vbrZX/view/656513964?_com_liferay_document_library_web_portlet_DLPortlet_INSTANCE_7FXjBv5vbrZX_redirect=https%3A%2F%2Fmy.esr.nhs.uk%2Fdashboard%2Fweb%2Fesrweb%2Fbrowse-content%2F-%2Fdocument_library%2F7FXjBv5vbrZX%2Fview%2F656513959%3F_com_liferay_document_library_web_portlet_DLPortlet_INSTANCE_7FXjBv5vbrZX_redirect%3Dhttps%253A%252F%252Fmy.esr.nhs.uk%252Fdashboard%252Fweb%252Fesrweb%252Fbrowse-content%253Fp_p_id%253Dcom_liferay_document_library_web_portlet_DLPortlet_INSTANCE_7FXjBv5vbrZX%2526p_p_lifecycle%253D0%2526p_p_state%253Dnormal%2526p_p_mode%253Dview

Your Contribution

If you have an idea for a ESR development;

 Raise an SR.

* |If you are not an authorised user of the ESR Service Desk contact your
Organisations ESR Lead who will be able to do this on your behalf.




Questions?

Please submit via the Chat panel.

Answers will be added to the presentation slides on the ESR Hub.

HOSPITAL B3

000000000000000000
....... — 000000000000000000

ESR - A Workforce Service delivered by the NHSBSA


https://my.esr.nhs.uk/dashboard/web/esrweb/esr-service-desk

ESR Bl
Enhancement Process

Charlotte Barnett
NHS ESR Assistant Development Advisor



ESR Bl Enhancement Process

« Allideas to be raised via a Service Request on the Service Desk.

» Possible and beneficial developments will be asked to complete a Business Justification Form
(BJF).

« BJF is considered by the review group (including SIG Chairs).
 If supported, the BJF is progressed by the Bl Development Team.

« Any returns to be completed centrally — please follow the above process.



Questions?

Please submit via the Chat panel.

Answers will be added to the presentation slides on the ESR Hub.
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Additional Guidance




Additional Guidance

Please direct any ESR Service Desk queries to your
IBM Client Relationship Manager.

NOTE: You must be logged into ESR to view this page on the ESR Hub.

Please be aware that your regional NHS Functional Account Managers do not
have access to the ESR Service Desk to review or progress your SRs.


https://my.esr.nhs.uk/dashboard/web/esrweb/esr-customer-relationship-managers

Thank you for taking part in the ESR Service Desk
Webinar.

You may now disconnect from the presentation.
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ESR Service Desk Webinar Q&A

ESR Education Team

Electronic Staff Record
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ESR Service Desk Webinar

What is the maximum authorised contacts? Up to 10 accounts are available to an Organisation however this requirement may
differ for a Payroll Provider with multiple VPDs — see slide 45.

Can you change the Reported For details after the SR has been raised? No, the Reported For fields become read only once the SR has been raised.
Are you able to see a list of your authorised users anywhere? Please contact your dedicated IBM CRM who can provide this information for you.
Is raising SR free , or does it cost to the trust? Raising an SR is a free service.

| received an update email today asking me to check the log and when | did Please check the current status of the SR — if the SR is at Customer Response or
there was a notice from the SDA dated 21/11, which | hadn't received via Customer Closure you can still update the SR. If the status is Closed a new SR
email. Does this need another SR? will be required.

Can you change who owns the SR e.qg. if person that raised goes off onlong ~ The Reported By and Reported For fields become read only once the SR has
term sick — can it be given to someone else with an account to manage? been raised. You can however access the SR from the My VPD Requests portlet
and add a Log Note asking for another person to be included in the SR updates.

What is the difference between section "My Requests" and "My VPD Please see slide 13.
Requests"
Would an ESR development include changes to Bl standard reports? Yes, changes to standard ESR BI content would be considered a development.

Possible and beneficial developments will be asked to complete a Business
Justification Form (BJF).


https://my.esr.nhs.uk/dashboard/web/esrweb/esr-customer-relationship-managers

