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NHSmail Local Administrator webinar 27 September 2017 - Question and Answer log 

Question Answer 

NHSmail Portal  

Where should queries regarding the NHSmail 
Portal be directed to?    

Queries should be submitted via the national helpdesk. If you require more 
technical assistance, you should call the helpdesk and press ‘9’ on the 
keypad. You will be directed to a technical member of the helpdesk team. 

Where should requests for Portal features and 
improvements be sent to? 

If you have a suggestion for improvements to the NHSmail Portal, you should 
submit them to feedback@nhs.net  

Is there any update with accounts created 
stuck in a pending state? 

This is still a known issue as highlighted on the service status pages and is 
being investigated by the NHSmail team. 

Does the last login date that users see relate 
to the NHSmail Portal only or will it include 
Outlook and mobile devices?  

It will relate to the NHSmail Portal only. 

Will LA's ever be given the ability to delete 
accounts? 

These can be requested via the national NHSmail helpdesk in exceptional 
circumstances. If an account is no longer required, it should be marked as a 
leaver and it will be deleted after 30 days. 

What is the current status of dynamic 
distribution lists? 

Dynamic distribution lists currently cannot be created or edited. This is caused 
by a timeout issued when a rule targets a large number of recipients. In the 
meantime, if it is crucial that a dynamic distribution list requires creating or 
editing, please raise a request with the helpdesk stating the email address 
and rule/s that you wish to apply. This will then be actioned on your behalf. 

Self-service password resets  

Can a Local Administrator have the option to 
hide a mobile number on behalf of a user 
when creating / editing an account?  

This is currently not possible. The end user must tick the box to hide their 
mobile number. 

New users and the AUP  
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Why can new users access their email without 
accepting the AUP and setting security 
questions first? 

It is not technically possible to stop a user logging into Outlook if they have not 
accepted the AUP. We have therefore enforced a rule that stops any new 
account from sending email until they have logged into the NHSmail portal 
and accepted the AUP. 

Mobile device policies  
NHS Corporate (Managed) Mobile device 
policy is showing in Org, but what does it 
consist of, and if only tenant admins can 
change this, we need to know what it is 
actually doing. 

The standard NHSmail mobile policy details are published on the NHSmail 
support pages. A change in the policy needs to be requested 
through feedback@nhs.net. We are also in the process of updating the 
support pages to detail what the other four policies are and will be published 
shortly. 

Resource and application mailboxes  

Can out of offices (automatic replies) be set for 
resource and application accounts?  

Yes, out of offices (automatic replies) can be set of these mailboxes. 

Can existing accounts be converted into 
application or resource accounts? 

A user account can be enabled as an application account as long as they are 
named appropriately i.e. not firstname.lastname@nhs.net and have a history 
of sending high volumes of email. A user account cannot be enabled as a 
resource mailbox. 

How can application accounts be requested? This function can be requested via feedback@nhs.net in England 
or nhsmail.scotland@nhs.net in Scotland. Once the implications have been 
accepted, a global administrator will apply the user account as an application 
account. 

General  
When will updated TANSync guidance be 
available? 

The TANSync documentation is currently being reviewed and updated. It will 
be published on the NHSmail support site shortly.  

Skype for Business federation  
Why is Skype using GAL based search instead 
of Server based? With GAL, the user has to 
download the ENTIRE address list to their 
machine. With server based search, they 
simply query the server each time they wish to 

The NHSmail Skype for Business is designed to cache the NHSmail Global 
Address List. The Service is designed in this way to improve the user 
experience of searching for contacts. Given the size of the NHSmail Service, if 
all searches were based on server-based searches, this could significantly 
impact performance and result in a poor user experience. If organisations are 
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 search. GAL makes the address book feature 
unusable as the download times out? 

experiencing timeout errors on the address book download, they should 
contact the NHSmail Helpdesk.  

 
If a local authority wanted to federate with a 
local NHS trust, who would raise the request 
for federation? 

The organisation wanting to federate with NHSmail Skype for Business would 
raise this request. In this example, the local authority would request it. 


