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NHSmail Skype for Business is coming! 
Skype for Business instant messaging and presence (IM&P) is a collaboration tool 
that is offered as part of the core, centrally funded NHSmail service.  

It will be enabled for all users on the NHSmail service and will start to be available 
for use from the end of January 2017. We will notify all Local Administrators once the 
enablement is complete.   

In order for your users to access the service, they will need to have the Skype for 
Business client installed on their desktop, or they should download the Skype for 
Business mobile application. Local Administrators will need to carry out some 
additional preparatory activities and these are detailed below.  

Clinical and Information governance teams should also carry out a number of tasks. 

Skype for Business offers: 

• Instant messaging 
• Presence management  
• Group conversations via instant messaging 
• Integration with calendars 



  
 

• Management of Contacts across the NHSmail platform 

The service works between NHSmail users only.  In the future we will be 
investigating integration with other IM&P services.  

This national service is automatically enabled between all NHSmail users regardless 
of organisation so a user can easily message a user in another organisation without 
having to set up any special permissions. 

To date, we have conducted a number of pilot activities with a small group of 
organisations. As a result of feedback from the pilot, a decision was taken to disable 
web browser access due a poor user experience and issues identified in the product. 
This means that IM&P can only be accessed using the Skype for Business 
desktop client or mobile application. Lessons from the pilot sites are currently 
being built into guidance and top tips for other organisations looking to deploy Skype 
for Business. 

From the end of January 2017, all NHSmail accounts will be enabled to use Skype 
for Business. You can manage local adoption in line with your organisation’s local 
rollout plans by way of local communications. There will be no centralised 
communications to users. You should monitor the NHSmail service status pages for 
the most up to date information on the enablement of Skype for Business. 

Actions for local administrators 
There are a number of actions that Local Administrators should complete before 
Skype for Business is enabled so your users can start to use the functionality as 
soon as it is available. 

Local Administrator Action Guidance  
Deploy the Skype for Business Desktop 
Application  

The Skype for Business ‘Basic’ client is 
licence-free and provides a rich Instant 
Messaging experience for your users at 
no additional cost.  
 
The installation files and guidance for 
deployment can be found on the 
Microsoft website and within the 
NHSmail Skype for Business service 
configuration guide.  
 

Deploy the Skype for Business Mobile 
Application across Managed Devices 

If you manage devices on behalf of 
users, the Skype for Business 
application can be downloaded from 
each mobile phone application store at 
no additional cost. The Skype for 
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Business application provides a rich 
instant messaging and presence 
experience and can be used whilst the 
user is on the move. The Skype for 
Business application is supported on 
the following mobile platforms: 
 

• Windows Phone (version 8.1 
and upwards) 

• iOS (version iOS 8.1 and 
upwards Android (version 4.0 
and upwards) 

• Lync 2010 available for users of 
legacy mobile device operating 
systems. 

Network Configuration  So your users are able to successfully 
connect to the Skype for Business 
service, you will need to ensure that the 
relevant IP addresses and ports can be 
reached from your local networks.  
These can be found in the NHSmail 
Skype for Business service 
configuration guide 
Your users will not be able to access 
Skype for Business if this is not 
completed. 
 

Local Service Desk Preparation  You should ensure that local service 
desks are aware of your roll-out plans 
for Skype for Business so that they are 
able to assist users that have any 
queries. There are training and support 
materials available for sharing with local 
teams: 

• Skype for Business desktop 
training 

• Skype for Business mobile 
device guide 

Local Communications The NHSmail team will not be issuing 
central user communications regarding 
Skype for Business. This is to enable 
local organisations to adopt the service 
at their own rate and deliver their own 
communications. An email 
communications template is available 
for use before roll-out and you can 
customise this with any required local 
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messages. 
 
There is also a Skype for Business end 
user handbook which has been 
published on the NHSmail support 
pages. This provides a full description of 
the enablement and any current known 
issues that you may wish to share with 
your users. 
 
To encourage adoption, you may also 
want to consider using newsletters, 
intranet sites and top-tip ‘postcards’ that 
you could create to inform your users. 
 

Cascade Training and Guidance 
Materials  

The Skype for Business IM&P learning 
series is available on the NHSmail 
support site. The materials can be used 
as standalone guides or incorporated 
into existing training programmes that 
run within your organisation.  
 
There are also a number of Skype for 
Business Policy and Guidance materials 
available that will support your 
deployment. 
 

 

Actions for Clinical and Information Governance Teams 
The Skype for Business service is approved for the exchange of clinical/sensitive 
data in line with the National Clinical Safety Case. 

If your local clinical safety cases and information governance polices do not cover 
the use of IM&P it is likely you will need to update them so that your staff know under 
what circumstances it can be used for clinical/sensitive communication as well as 
your local policy on personal use, if supported. 

All Skype for Business IM&P communications are encrypted to maintain their 
confidentiality and integrity with all messages retained for 180 days to support any 
local compliance requirements.  For users this is automatically saved into a folder in 
the users’ mailbox called ‘conversation history’.  Users are then able to export/save 
any conversations as required to support your local policies/procedures such as 
storing with a clinical record if required.  IM&P messages are also available for 
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forensic discovery in line with the Data Retention Policy.  Please note that 
the Data Retention Policy is currently being updated to reflect the new NHSmail 
service. 

 

Known Issues  
There are a number of known issues with the Skype for Business service. You 
should review them and ensure that your users are aware of what to do if they 
encounter any of the issues. Any additional issues that may arise during the 
managed enablement will be posted on the NHSmail Service Status page.  

Issue User impact / guidance 
Send a meeting invite from Skype for 
Business option does not work for users 
who have Outlook configured on their 
local machine (both via N3 and Internet) 

This is expected behaviour due to audio 
and video conferencing not being 
enabled. Users do not need take any 
action. 

‘Send email’ from Skype Options does 
not work for users who have Outlook 
configured on their local desktop (both 
via N3 and Internet) 

Users should use Outlook to send email 
rather than accessing via Options list in 
Skype for Business. 

Once the address book download is 
completed (takes approx. one day for the 
entire platform), the user can search 
contacts within their organisation and IM 
each other without having the need to 
add them in their local contacts list.  

Users should use the full email address 
for searching for their contacts until the 
address book download is completed 

Users on Windows XP platform will not 
be able to use the SfB desktop clients. 

The product is not compatible with 
Windows XP. Please refer to the Service 
Configuration Guide 

When searching for contacts, Skype for 
Business will, as per design, search local 
address books stored in Outlook within 
the user profile. As a result, searching for 
a contact can display multiple results and 
could cause confusion for users.  

Users are encouraged to search using 
the contacts full email address to ensure 
the correct user is found and contacted.  

 

Skype for Business audio and video conferencing 
(A&VC) 
In addition to Skype for Business instant messaging and presence which is provided 
as part of the centrally funded core service, there is the option for local organisations 
to purchase the audio and video conferencing top up service. This provides users 
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with the capability to use peer to peer audio and video capabilities as well 
as dial in conferencing capabilities. 

The top-ups that will be available in the additional services catalogue are: 

• audio and video conferencing – ability to complete peer to peer audio / video 
calls and host conferences without a telephone dial in 

• dial in conferencing (Public switched telephone network (PSTN)) integration) 
– ability to provide dial in capabilities with a telephone to a conferencing 
session 

• enhanced Skype for Business Server Access Licence (SAL) 6RH-00002 – 
Microsoft licensing for audio and video conferencing features 

An updated additional services catalogue is due for release shortly. Any costs that 
are not covered in the current version will be available in the next release.  

We are currently assessing the demand for audio and video conferencing services 
across the NHSmail platform. If your organisation would like to express an interest in 
purchasing this additional service, please contact the NHSmail team via the 
nhsmail.development@accenture.com mailbox with the following information. 

• Named contact with responsibility for procurement of IT services 
• Additional services that are likely to be required 
• Estimated roll-out target date for your organisation 
• Estimated number of users for audio and video conferencing 

Local Administrator Skype for Business webinar – 
December 2016 
On 14 December 2016, we held two webinars on Skype for Business for Local 
Administrators. The presentation slides, recording and Q&A session log are available via the 
NHSmail support site within the LA Webinar section. 

Contacts for further help 
NHSmail helpdesk:  0333 200 1133 / helpdesk@nhs.net    
Relay helpdesk:   0333 200 4333 / relayhelpdesk@nhs.net  
General Feedback:   feedback@nhs.net  
Service status:  http://nww.hscic.gov.uk/servicemanagement/status  

(N3 only) 
NHSmail support pages: http://support.nhs.net/  
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