
 

 

  

  

 

Dear Primary / Local Administrator 

Important information – NHSmail helpdesk support changes 

We have increased our helpdesk capacity to help with the increased demand in 
contacts as we all respond to the COVID-19 pandemic. 

How can you help? 

Please let your users know that there are a number of requests that can be 
completed at a local level, either by contacting your organisation’s local IT helpdesk 
or through self-service. This will help users resolve their query more quickly as well 
as enabling the helpdesk to prioritise the requests they receive. 

Please share the below links with your users so they can access the self-service 
tools available on the NHSmail support site - these are quick and easy once users 
have their security questions set up and a mobile phone linked to their account:  

• Password resets  
• Account unlocks   

 

Local Administrators or local IT helpdesks should already be carrying out the tasks 

listed below: 

 
• Account restores   
• New user accounts  
• Shared mailbox management 
• Distribution list management  

Any users who contact the NHSmail helpdesk with any of the above requests will be 
asked to use the self-service tools or contact their Local Administrator or local IT 
helpdesk.  

This approach will be taken from 8:00am to 5:00pm Monday to Friday. 

https://urldefense.proofpoint.com/v2/url?u=https-3A__support.nhs.net_knowledge-2Dbase_self-2Dservice-2Dpassword-2Dreset_&d=DwMF-g&c=eIGjsITfXP_y-DLLX0uEHXJvU8nOHrUK8IrwNKOtkVU&r=2-06QIR666CcLMAa3sAbZvtKBpk8q-dB_zS8OlEvUfo&m=xgPwD_kojKllO3-mQoQa9RFzgV2ulI0j2uQ43mTnb9I&s=pU_-uXT8OMYvse24yeTvYIIgWoeivSEq-dM-BNGFg1Q&e=
https://urldefense.proofpoint.com/v2/url?u=https-3A__support.nhs.net_knowledge-2Dbase_unlocking-2Dyour-2Daccount_&d=DwMF-g&c=eIGjsITfXP_y-DLLX0uEHXJvU8nOHrUK8IrwNKOtkVU&r=2-06QIR666CcLMAa3sAbZvtKBpk8q-dB_zS8OlEvUfo&m=xgPwD_kojKllO3-mQoQa9RFzgV2ulI0j2uQ43mTnb9I&s=gqwV3FnUXMTkJnNUfiOUIUU7LIOAsKRpU76jriw0XJ8&e=
https://urldefense.proofpoint.com/v2/url?u=https-3A__support.nhs.net_knowledge-2Dbase_deleting-2Dand-2Drestoring-2Da-2Duser-2Daccount_&d=DwMF-g&c=eIGjsITfXP_y-DLLX0uEHXJvU8nOHrUK8IrwNKOtkVU&r=2-06QIR666CcLMAa3sAbZvtKBpk8q-dB_zS8OlEvUfo&m=xgPwD_kojKllO3-mQoQa9RFzgV2ulI0j2uQ43mTnb9I&s=xGPELoeC-zStTHaLtqZ8SGqD15iGwDkI96SioQml440&e=
https://urldefense.proofpoint.com/v2/url?u=https-3A__support.nhs.net_knowledge-2Dbase_create-2Duser-2Daccount_&d=DwMF-g&c=eIGjsITfXP_y-DLLX0uEHXJvU8nOHrUK8IrwNKOtkVU&r=2-06QIR666CcLMAa3sAbZvtKBpk8q-dB_zS8OlEvUfo&m=xgPwD_kojKllO3-mQoQa9RFzgV2ulI0j2uQ43mTnb9I&s=jN-bHH--8SHvcTx0-_AitksAtTYCHefxmNMFqzrNs-8&e=
https://urldefense.proofpoint.com/v2/url?u=https-3A__support.nhs.net_article-2Dcategories_loa-2Dsmb_&d=DwMF-g&c=eIGjsITfXP_y-DLLX0uEHXJvU8nOHrUK8IrwNKOtkVU&r=2-06QIR666CcLMAa3sAbZvtKBpk8q-dB_zS8OlEvUfo&m=xgPwD_kojKllO3-mQoQa9RFzgV2ulI0j2uQ43mTnb9I&s=PYCf2JQ4lqZojexInZ-mCWtu7nvj4ONY-7UARolBoug&e=
https://urldefense.proofpoint.com/v2/url?u=https-3A__support.nhs.net_article-2Dcategories_loa-2Ddl_&d=DwMF-g&c=eIGjsITfXP_y-DLLX0uEHXJvU8nOHrUK8IrwNKOtkVU&r=2-06QIR666CcLMAa3sAbZvtKBpk8q-dB_zS8OlEvUfo&m=xgPwD_kojKllO3-mQoQa9RFzgV2ulI0j2uQ43mTnb9I&s=TutSctHVjL5csvpi5j7zArSYm7ZJk-l-IvQiwTZdFEc&e=


 

How we can help you 

We are introducing a weekly Teams Live Event on Friday afternoons from 12:30pm 
to 1:30pm for our Primary / Local Administrators - these will be informal and will 
focus on supporting you, answering any Teams related queries as well as providing 
a forum for sharing best practice, hints and tips. 

We’re starting this support straight away. As it’s a bank holiday on Friday of this 
week, we’ll be running the first session on Thursday at 11:00am.  We’d love you to 
join us. 

We’ll post reminders, along with the link, for these events on the Announcements 
page of the support site. 

We know you are busy - we continue to prioritise timely support for you and your 
users and would like to thank you for your continued patience and understanding 
during this time. 

Best wishes, 

The NHSmail Team 
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https://teams.microsoft.com/l/meetup-join/19%3ameeting_ZmJkM2Y5N2QtZTBmMi00ODI1LWFiMGEtM2M1ZmZmMjVlMTlj%40thread.v2/0?context=%7b%22Tid%22%3a%2237c354b2-85b0-47f5-b222-07b48d774ee3%22%2c%22Oid%22%3a%22aa1419c5-f401-4ac3-8996-bd54796c2c36%22%2c%22IsBroadcastMeeting%22%3atrue%7d
https://support.nhs.net/announcements/
https://digital.nhs.uk/about-nhs-digital/privacy-and-cookies
https://digital.nhs.uk/about-nhs-digital/terms-and-conditions
file:///C:/Users/hami/AppData/Local/Microsoft/Windows/Temporary%20Internet%20Files/Content.Outlook/LF7790GD/$%7bAzureSend.unsubscribe()%7d

