NHS

Shared Business Services

Portal User Guide (HR Manager)

This is a quick guide on how to access and navigate around the NHS SBS self-service portal

if you have HR Manager access on your profile.

Please note: Only registered users can access the portal.

How to register

All the employee and case
details in this document
have been made up for

training purposes.

To reaister click on this link: https://nhssbs.microsoftcrmportals.com/reaistrationrequest/
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You will need to enter:

e your eight-digit assignment / employee number (this can be found on

your payslip)

e your email address (this is the NHS email address that has been
associated with you in ESR (electronic staff record) system by the HR

team)

Click on the blue question mark symbols for more info:

Please use the email address
held on your NHS Employment
Record. This is usually an nhs.uk

or nhs.net email address. Your
HR department can amend this -

in the Office Details tab on ESR.

Email @ *

Copy the code displayed on the screen into the box and click ‘Submit".

If your details are not recognised, you will receive a red error at the top of the screen

Shared vision.
Better together
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http://www.sbs.nhs.uk/
https://nhssbs.microsoftcrmportals.com/registrationrequest/

HOME / REGISTRATION REQUEST

Your details could not be found. Please check you have entered your Employee number correctly, details can be found on

your payslip. Please enter the same email address that is held in ESR. If you tried again and require more support, please click
HERE

Registration Reque

General If you have entered the correct details and still
Employee Number @ receive an error, please click HERE and this will
‘ 19245678 ‘ allow you to log a request for support with the
registration error.
Email @ *
joebloggs@nhs ‘

Once registered, you will then receive an email with a link to the portal (please note, this
can take up to five minutes to come through).

Once you receive the portal invitation email, click on the link to accept the invitation.

This link will take you to the following screen:

Click 'Register’

Sign up with an invitation code You will then be asked to create and enter a username and

password.
* Imvitation Code 28202df8-9590-4a0a-b06a-081h The password must contain eight characters
Including one uppercase letter, one special character
(*186%$£) and one number.

Once you submit these details, your account will be

created.

[ 1 have an existing acc

Register




How to Signin

Once you are registered and have created your username & password, you can sign into
the portal from any PC, laptop, tablet, or smartphone using this link: Home - Customer Self-

Service (microsoftcrmportals.com)

(We suggest you save this to your favourites for easier access in the future)

Enter your username and password and click ‘Sign In’.

® ncjedges oo Feedoack  fegsacon @ Spuin m If you are unable to log in and have forgotten your
password, click ‘Forgot your Password’

You will be asked to enter the email address you used to
register, so a password reset can be provided.

Shared Business Services

Sign in with allocal account

If you are unable to log in and have forgotten your
username, click ‘Forgot your Username’

You will be asked to enter the email address you used to
register and then an email will be sent out containing your

Forgot your password?  Forgot your username?

username.

Once in the portal you will land on the home page, from here you can:

" Knowledge Base My Support Q Helen Trainer « m

Shared Business Services

Go to My Support to log a new case or view

Access the Knowledge base articles previously logged open or closed cases.

to answer NHS Professionals generall A case is a query you have raised with NHS
SBS via this portal or by calling the NHS SBS

Helpdesk.

questions.

Self Service Portal

Welcome to the Employment Services Self Service Portal. Once you are logged
in, you can find answers to frequently asked questions and raise and track any
queries directly with our dedicated payroll and pensions teams.


https://nhssbs.microsoftcrmportals.com/
https://nhssbs.microsoftcrmportals.com/

Viewing and updating your profile

If you wish to view your profile information, click on your name at the top of the screen and
select Profile.

This will display your key profile information, most of this is populated from ESR, so cannot
be amended but you can update your additional phone number and job title.

If you do make any changes, please click on the ‘update’ button.

If this is your first time viewing your profile, you will be asked to confirm your email address
is correct by clicking the ‘Confirm email’ button; this will then generate an email to be sent
to you.

Profile

Your Information

Pippa Coach
First Name * Last Name =

Pippa Coach

Profile Organization Mame Employes Mumber

NHS Professionals Ltd BBBETTTV
] Security
Email Perzonal Phone Mumber

Chznge Pazzword

Additienal Emai Additional Phone

Pippa@testnet

Security; if you wish to change your
password, you can do so by clicking on
‘change password’

This will then ask you to add your old
password, your new password and
repeat the new password to ensure it's
correct.

The new password must contain eight
characters Change Password
Including one uppercase letter, one
special character (*1&%$£) and one H s conen e
number. e

= New Paszward

*Confirm Password

Then click ‘Change password’ to
confirm the change.

Change password




Using the Knowledge base

If you have a general question about your pay or process, rather than calling the helpdesk
in the first instance you can now use the knowledge base articles to find the answer.

To access the knowledge base, click on ‘Knowledge base’ at the top of your screen.

Underneath the ‘What can we help you with? Box, type your query or a key word i.e.,
Sickness into the search box (you do not need to add a question mark).

The system will normally automatically search for matching results but if not click on the
magnifying glass to start the search.

HOME / KNOWLEDGE BASE - HOME

Knowledge Base - Home

You will see a selection of articles displayed under
The Knowledge Base contains numerous support references, created by our support professionals who
customers. It is constantly updated, expanded, and refined to ensure that you have access to the very la

the search box, which contain the key words you

entered.
Q what can we help you with? . . .
To view any of these articles and find the answer

X | sickness to your questions, click on the article header (in
blue) and this will display the full article for you to

Sickness ‘ _ ‘ . ) read.

Q. Can you tell me what my sidgessentidement is?A. Employees are entitled to sick pay as per NHS Terms and Conditions, depe|
Most Popular
Most Popular Articles
4 »
-
Sickness C

Views: B69
Q. Can you tell me what my sickness entitlement is?

A. Employees are entitled to sick pay as per NHS Terms and Conditions, dependant on length of service as shown on the table
below. (NB: This is for staff under Agenda for Change (AfC) and Medical and Dental (M&D) contracts). If you are not on an AFC
or M&D contract please refer to your line manager or HR manager to find out about any local sickness policy for your
organisation.

Length of Service Full Pay Half Pay

During the first year

of service 1 Months full pay (31 days) 2 Months half pay] You will also see you have the option to print the article by

clicking on the little printer icon in the top right corner.
(Please note; printing is only available if the PC or tablet you
are using is connected to a printer).

During the second




Leaving feedback

If you found an article of use or if you feel something key is missing, you can leave

feedback at the bottom of the article.
Feedback (Add feedback on how useful this Knowledge Article is)

* Feedback BRE e HMM=0Q @swe | B I §|L|i= = | 99| Syles - | Fomat

Post Feedback

The feedback will be reviewed by NHS SBS. Please note you will not receive a response to
any feedback left on a knowledge article, so please do not ask questions.

If you do not find the answer you are looking for in the articles, you can now log your own
case via ‘My Support’ on the portal or if need be, you can still call the Employee Service
desk.



Using ‘My Support’ to log a case (for your own query)

If you have not found the answer to your query in the Knowledge Base article, you can
send your query direct to the NHS SBS team by logging a case on the portal.

To do this click on ‘My Support’ at the top of the screen:

2

* Knowledge Base My Support Q Helen Trainer -

There are various options in My Support such as access to the knowledge articles and a
list of previously logged cases but to open a new case, you need to scroll down on the
page and click on the blue ‘Open a new case’ button.

Q what can we help you with?

Open a New Case

[}
]
:
1]
]
In]
;
o
I g

Status Created On
Case Number Case Title Contact Organisation  Assignment Category Sub-Category Reason Is Sensitiva? +

SESC-00225344 Peter Crisp-Absence-Paternity Peter Crisp MHS Payrall Abzence- In Progress Mo 18/11/2019
Professionals Paternity T1:29 AM
Lwd

-

This will take you into the new case screen and ask you to provide various details to assist
the NHS SBS team to resolve your query.

Please note, the next page is designed to help you create a case for yourself and gives you
key details on each field to complete, if you need to log a case on behalf of an employee,
please also the section on logging a case on behalf of an employee, as it details the
different information that is required.



Once you click to open a new case, you will need to provide some details:

Assignment: this will auto populate

unless you have more than one
Opem a N ew Ca se assignment number with this NHS
organisation — if so, click on the
Magnifying glass, it will show all your

Oorganisation & contact: will -
assignment number(s), please

populate automatically.

select the applicable one.
Organisation * /

510 Training Environment

Contact = Assignment
Pippa Sand ®x Q Q
Availability Details Category ©
hd Payrol hd \
/\ Category: click on
o e the drop-down
Availability: Use the dropdown T P
o . - I NHS Shared Business Services arrow to choose the
arrow to pick if you are only available elppa Sand e s cateqor applicable
for a call back at specific times. Click ‘ il hg y app
ame sped m s nela.

on the Question mark for more BRI 2 piease note this would only bein tothis query i.e,

inf . exceptional circumstances. You PGer”, penSiOnS, or
information will receive an email to the email

address populated in “Additional OVel’pGymentS

. Email on the Profile” page when
Sub-Category ©

updates are available to view via
the Portal.

Sub-Category ¥ Sub-Category 27

Absence v

Maternity hd

\ Sub-Category and Sub-Category 2: Please advise
us of the key detail of your query.

Click on the drop-down arrow to choose to most
applicable sub category.

Depending on what you select as the sub-category, the system will check to see if there
is an applicable knowledge article available that may answer the query and if so, it will
display a link to it under suggested topic.

The system will also check to see if you already have a case open under these
categories and is so it will display a link to the previous case, so you can add extra



information rather than creating a new duplicate case. If there is no previous case open,
please continue to complete the description field:

In order to ensure that your information is as secure as possible please do not include any personal or sensitive information in the free text field. Information that can be used to
identify you or another person is subject to protection under UK law and should not be provided where it is not required. Some examples of personal information are: National

I . home and home ber. Some of itive i ion are: sickness or absence . salary infor i i

bank account details, pay and deductions.

ce

Description *
\ P
Description: Please add as much information about your query
as possible to assist the NHS SBS team to resolve it. Please limit
any personal identifiable data such as NI number, bank details,
file chosen salary, or sickness information.

O | have read, understand anthaccept your GDPR Privacy Motice.

Cancel ~
e Attach afile: If you wish to attach a document, you can do so here by

browsing your device to add. Attachment size limit is 5MB.

Once it is all complete, you will be asked to tick to say you have read the GDPR privacy notice (you can
click on the link (in blue) to read the notice first.

This case screen will case, and you will see a green bar with your case reference number
pPop up.

0000585 has been created for the issue submitted by you.




Using ‘My Support’ to log a case (on behalf of an employee)

If you have the HR Manager role that means you can log a case on behalf of one of your

employees.

Click into ‘My Support’ and click on ‘Open a new case’ as above.

When you are raising a case on behalf of an employee be aware of this option:

I= Wisible on Portal for Employee

O No @ ves

Is visible on portal for Employee If you do not want the
employee to be aware of the case you have raised, you can

<\
select NO, this means you as the one raising the case can see

it on the portal but not the Employee the case is about (the
contact) — usually used for death in service.

The new case will show your name in the ‘Raised By’ field but your name will also show in

the ‘Contact’ field, as the system does not know that you wish to raise a case on behalf

of someone else, so you need to click on the ‘X’ to clear the contact field and then click

on the Magnifying glass in order to search for the employee you wish to raise the case

about.

In the lookup records screen, you can either use the right scroll bar to scroll through all

the employees for your organisation or enter the surname in the search field using the

*wildcard. So, if you are looking for Jam

magnifying glass.

Lookup Records

= Active Contacts v

Organisation Employee

+  Full Name 4 Name 4

+  Alice Simmonds 335 East
Midlands
Ambulance
Service

(EMAS)

Ashley Wilmott 335 East
Midlands
Ambulance
Service
(EMAS)

James Philips 335 East

Number

12345604

87654322

Philips enter *Philips and click on the

*Philips| x | Q
Personal
Phone Additional Created
Email Additional Email Number Phone Owner On
Alice.Simmonds@email.com 01234567282 Pippa 07/06/2017

Haines  2:06 PM

Hayley  28/06/2017
Read 2:32PM

A
James.Philips@email.com Pippa 07/06/2017

Click on the correct employee, so the record
goes blue and click the ‘Select’ button.

I

Select Cancel Remove Value




Contact: will now show as the employee you
are raising a case about

Contact ™ m

Q

Availability Details @ Category *

Assignment: The assignment number should auto populate, unless this employee has more than one
assignment number with this NHS organisation. If so, to add the correct assignment number for this employee,
click on the magnifying glass, this will display any assignment numbers applicable to this employee at your
organisation, click on one to turn it blue and then click the ‘Select’ button. This will add the assignment to the
Assignment field.

v Id + Contact

s 87654321 James Philips

You can then select the correct category, sub category and sub category 2 and enter
the case description. (Refer back to logging a case for your own query).



Using ‘My Support’ to track your cases

If you have raised any queries through the Employee helpdesk or directly on the portal, they
will all be available to view in the ‘My Support’ section.

To do this click on ‘My Support’ at the top of the screen:

You need to scroll down on the page, and you should see your open cases (if nothing is
displayed, you have not yet logged any cases with NHS SBS):

The default is to show just your open cases, these are any that have not yet been
resolved and closed. You can use the drop down arrow to amend the search to
closed cases or all cases if you prefer.

= My Open Cases~ Search Q Open a New Case

Status Created On

Case Number Case Title Contact Organisation Assignment Category Sub-Category Reason Is Sensitive? +

SESC-00Z225344 Peter Crisp-Abzence-Parernity Peter Crizp NHS Payroll Abzence In Progress Mo 18/11/2019 -
Profezsionals Baternity T1:29 AM
Ltd

SESC-00Z225343 Peter Crisp-Absence-Paternity Peter Crisp NHS Payrall Abzence In Progress Mo 18/11/2019 -
Professionals Barernity 11:21 &AM
Led

SBESC-00225342 Peter Crisp-Absence-Paternity Peter Crisp NHS Payroll Abzence In Progres= Mo 18/11/2019 w
Professionals Paternity 11:14 AM
Lxd

SESC-00225341 Peter Crisp-Absence-Maternity Peter Crisp NHS Payrall Abzence In Progress Mo 18/11/2019 -
Professionals Maternity 11:06 AM

Lzd

Cases will be displayed in order of creation, with the newest at the top.
You can search for a specific case by entering the:
e case number (rather than typing the full case number SBSC-00000578 you can just
type *578)
« the case title (use the * wildcard to search for a key word, i.e., *Maternity)
In the search box and clicking on the magnifying glass.
This will display any cases that match your search criteria.
To open and view the case, click on the blue case number on the left-hand side.
Please note once you click into a case, your search criteria will be removed, and you would
need to search again.



Helen Trainer-Tax Query-New Starter

Actevw = In Progress

General

Chise Mumiser

SBSC-00331827

Crpanisation *

NHS Portsmouth COG

ﬁn.;nrn[-nt

Categary *

Panyrall
Sub-Categony 2 #
Mew Starter

Last Updated

1102021 956 AN

D sripeicn *

Is visible on portal for employee? This is only
applicable if an HR Manager is raising a case

on behalf of an Employee.

18 Wizible cn Portal for Emnployes
2 e @ Yes

The open case view will show all the

Conthe * .

info that was added when the query
Helen Trainer Was raised.
Awailability Details . Case number

Zub-Catepory ™ °

Tax Q) LY

Raized By * M

Helen Trainer

Your NHS organisation
Your name (contact)
Your assignment number.
Availability details

The category

sub category

Sub category 2

When the case was created
\WWhan lArct 1inAAtad

Raised By; This will show your name for any cases you
raised for yourself or members of your team.

Please can you advise why | am on a BR tax code? Thanks

Creaned On

1100 A0 T SkS5 AR

-

\ Description: is the information you provided to the helpdesk or that you added

when raising the case on the portal, please note it should never include any
personal identifiable date, such as bank details or Nl number. This is the info
NHS SBS will use to resolve your query.

Helen Trainer =g Sv3TE

Portal Artachimsent

Add Comemoant

\

Portal attachments: If a
document was attached when
the case was created on the
portal, it will show here.

Add Comment; If you wish to add an
additional comment or info to this
open case, you can do so by clicking
on the ‘Add Comment’ blue button.

If this additional information is high
priority, we would suggest calling the
employee helpdesk and quoting the
case reference.




Using ‘My Support’ to add comments, view comments and sending
documents.

If you click on ‘Add Comment’ at the bottom of an open case, you will get a pop up, asking
you to enter your information:

Add a Comment *

* Comment

b2 T

Any comments or documents added by you will be displayed at the bottom of the case.

Timeline _
Add Comment

Pippa Coach =% Helen Elderton

Please find attached the documents you have requested.

Created by Y

STEM

To update the case and save the new comment click on the blue ‘Update’ button and this
will send a notification to NHS SBS payroll team that you have amended a case.
Please note the NHS SBS team can also add comments to the case, for you to view here on

the portal and you will receive and email notification to the email address you use to log in
with.



How to close a case on the portal

If you no longer need the information from NHS SBS or have managed to solve the query

yourself, you are able to resolve the case directly on the portal and therefore stop the NHS
SBS team from working on it.

Timeling

‘.. Pippa Coach =% Helen Elderton
about a minute ago

Please find attached the documents you have requested.
Modified on 19/11/2019

11:35 AM

D

To resolve and close a case, add a comment and update and then click on the red ‘Resolve
case’ button.





