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Glossary of Terms 

 

Term / Abbreviation What it stands for 

COE Centre of Excellence 
CSV Comma-Separated Value 
GAL Global Address List 
LOA Local Organisation Administrators 
OST Offline Storage Table (Outlook Data File) 
PID Project Initiation Document 
PST Personal Storage Table 

QMM Quest Migration Manager 
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1 Introduction 
 

1.1 Document Overview 
 
NHSmail is the national secure collaboration platform for health and social care. Providing the 
technology to enable communication and collaboration within, between and outside of 
organisations; allowing for improved integration. The new service has been designed so that 
it can be tailored to your local needs through providing add-on collaboration capabilities and a 
flexible range of implementation services.  
 
The NHSmail 2 core service is the foundation for the collaboration journey. The platform will 
provide the following core capabilities: 
 

 A secure and modern email exchange. 

 Seamlessly integrated instant messaging and presence. 

 A rich and user-friendly contact directory. 

 Flexible and intuitive administration tools. 
 
In addition to the NHSmail 2 core offering, a number of additional services will be available to 
enable organisations to build their collaboration maturity. 
 
The on-boarding of new organisations to NHSmail 2 is heavily dependent on the completion 
of the current NHSmail to NHSmail 2 transition. 
On-boarding for new organisations will become available following the completion of the 
transition period for those organisations transitioning from NHSmail to NHSmail 2. The 
Accenture and HSCIC teams will work to support organisations in building their readiness to 
start migration as soon as possible once on-boarding becomes available.  
  
There are a number of options available for organisations looking to join NHSmail 2 and this 
document provides the outline of the migration options available and will deliver an overview 
as to what constitutes self-service migration, partial managed migration and managed 
migration. 
 
Further information from this document can be obtained by making contact with your 
organisation’s Implementation Support Manager. There will also be regular communication in 
the build up to the on-boarding period. 
 
The intended audience for this document is highlighted below:  
 

☐ End Users 

 

☐ Training and Business Change Managers 

 

☒ Local Organisation Administrators (LOAs) 

 

☒ IT Managers 
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2 Migration Service Options 
 

2.1 Migration Options Overview 
 
The NHSmail 2 Service will offer numerous options to on-board organisations onto the service; 
self-service migration, partial managed migration and managed migration. The table below 
provides an overview of the migration offerings: 
 

Table 1: Migration Options  
 

Type of Migration Overview 

Self-service Migration 
(Core Service) 

Light touch migration service providing basic tools to enable 
organisations to migrate themselves on to NHSmail 2.  
 
An organisation’s LOA will be able to create accounts either in 
bulk via a Connector or individually via the portal.  
 
Migration and Data management options: 
Data import can be completed either by;  

 LOAs providing PST files to end users, with them 
migrating data where required or LOAs manually importing 
PST data on the user’s behalf (Outlook desktop client is 
required for both options). 

 Using Outlook 2010 and versions above can be used to 
configure two exchange profiles: one profile linking to the 
users NHSmail account and the other to the local 
exchange account. Data can then be dragged and 
dropped to the NHSmail account. 

 Archiving tools can be used for managing legacy email 
data. The archiving tools are used to extract data from the 
local email service and then subsequently linking the email 
archive to the users NHSmail client. 

Managed Migration 
(Centre of Excellence 
(CoE)) 
(Add-on Service) 

Comprehensive migration service providing planning support, 
tooling and technical expertise to deliver the migration. The 
migration can be fully managed by Accenture or utilise Accenture 
support to augment the migrating organisations skills. 

 
In both approaches, a standardised process to engage, plan, prepare and migrate 
organisations to the NHSmail 2 service will be available.  
 
There will also be an opportunity for a partial managed migration service. This will offset the 
cost of a managed migration, allowing the organisation to work with Accenture in order to 
complete the migration to NHSmail while utilising the Quest Migration Manager tooling. The 
organisation can undertake certain managed migration service offerings dependent on an 
organisation’s needs including support with planning, tooling or technical expertise. 
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2.2 Recommended Migration Services 
 

2.2.1 Self-service Migration 
 
The self-service migration approach is best suited to organisations with simple single source 
environment. Guidance is provided to organisations on completing a self-service migration 
autonomously utilising the NHSmail Portal. Organisations looking to utilise this approach may 
typically have:  
 

 Limited or no requirement for co-existence between the source environment and 
NHSmail 2. 

 A simple source environment topology. 

 Good technical understanding and an experienced project team. 
 

Section 3 provides more information on the Self-service migration.  
 

2.2.2 Partial Managed Migration 
 
The partial managed migration service is for those organisations that wish to scope and 
manage the migration themselves, however may require additional support from Accenture. 
Organisations looking to utilise this approach may typically require: 
  

 Additional business change advice and support to deploy NHSmail 2, including; 
change readiness assessments, adoption strategies, training development and 
benefits management support. 

 Additional project manager resource to manage the project. 

 Advise and support with the migration approach and readiness activities. 

 Assistance to help complete pre-requisite steps in the current environment and 
completion of migration activities. 

 Access to the Quest Migration Tool can be purchased by an organisation for use by 
their technical team (trust must have a Qualified Quest engineer to perform install). 

 Support in migrating the organisations VIPs (or a select group of users) across to the 
NHSmail service. 
 

Section 4 provides more information on the Partial Managed Migration Service. 
 

2.2.3 Managed Migration 
 
The managed migration service is best suited to large or complex environments where co-
existence between the source environment and NHSmail 2 is required. This will often include 
organisations with a: 
 

 Challenging technical environment. 

 Large number of mailboxes. 

 Multiple source environments. 

 Requirement for co-existence between the source environment and NHSmail 2. 
 

Section 5 provides more information on the managed migration Service. 
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2.3 Organisational Readiness  
 
Regardless of the migration approach chosen by organisations, there will be a number 
organisational readiness activities to be completed. These activities are typically covered 
under the following work streams: 
 

Workstream Overview 

Project Management 
Planning and management of the end-to-end migration 
project from the source environment to NHSmail 2. 

Communications 

Planning and delivery of communications to the 
stakeholders within and outside of the organisation on the 
migration project and any impact on each stakeholder 
group. 

Training 
Planning and delivery of the training required to enable 
end users and administrators to use and get the best out 
of the NHSmail 2 service.  

Benefits Management 
Production and delivery of the Benefits Management Plan 
to realise the local benefits of using the NHSmail 2 
service. 

Clinical Safety and 
Information Governance 

Completion of any locally required clinical safety and 
information governance processes to enable the safe 
migration and use of the NHSmail 2 service.  

 
For organisations utilising the managed migration service, support may be available to assist 
or manage organisational readiness activities dependent upon the organisation’s 
requirements. A set of complementary supporting documents will be available to all 
organisations joining NHSmail 2 to provide template and exemplar project deliverables, 
including: 
 

 Business Case. 

 Project Initiation Document. 

 Communications Strategy/Plan.  

 Training Strategy/Plan. 
 
These documents will be available from the Support.NHS.Net site. 



NHSmail Migration Service Options v 1.2 Approved  

 

 

 
Page 8 of 14 Official Copyright © 2016 Accenture 

2.4 Standard Service Approaches 

 

The NHSmail 2 service adopts a number of standard approaches to the operations of the 
national service. This includes: 
 

 Non-conformant items handling: the business rules that dictate the way in which data 
types are handles within the service. 

 Clinical Safety: the assurance of the NHSmail 2 service in line with ISB 0129: Clinical 
Risk Management (http://systems.hscic.gov.uk/clinsafety/dscn).  

 Information Governance and Security: the assurance of the NHSmail 2 service in line 
with the industry standard processes and controls. 

 Reporting: the provision of reporting on an organisation’s use of the service and 
migration metrics. 

 Service Management: the provision of the standard NHSmail 2 service management 
practices. 

 
Whilst there will be standard approaches adopted to the delivery of NHSmail 2, where 
appropriate, organisations must continue to follow and meet their local policies and processes. 
Further information on these standard approaches are available in the Core Service 
Description.  
 

 
 
 
 
 
 
 
 
 
 
 
 

http://systems.hscic.gov.uk/clinsafety/dscn
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3 Self-service Migration 
 
The ability to complete a self-service migration from a local email service to NHSmail 2 will be 
available. This is intended for those organisations with simple migration requirements and 
experienced technical teams. This approach is a light touch migration service providing basic 
tools to enable organisations to migrate themselves onto NHSmail 2. 
 
A self-service migration methodology and complementary collateral will be available to 
organisations who choose this method of migration: 
 

 Use MS Outlook 2010 for twin profiles (drag and drop data between profiles). 

 Archiving tool (copy data from local email service to an archiving store). 

 Use ExMerge (create a .pst file for each user, can be linked to MS Outlook as an 
archive, or used to import the data and upload to a user’s live account). 

 Use Accenture’s data mining tool (chargeable service). 
 
The steps below outline the key steps required for a local organisation to undertake to on-
board on to NHSmail 2. 
 



NHSmail Migration Service Options v 1.2 Approved  

 

 

 
Page 10 of 14 Official Copyright © 2016 Accenture 

 

  

Logging of Demand 
& Onboarding Call

• The initial step for an organisation wishing to onboard onto NHSmail 
2 will be to log an intent to migrate request with the NHSmail Service 
Desk

• Accounts can only be created once the NHSmail programme has 
approved and enabled the registration controls allowing the site to 
register multiple users. This decision will be based on the migration 
checklist readiness criteria and available via the portal.

• Once confirmed, an onboarding conference call will be scheduled to 
talk the LOA/contact through the process, ensure relevant 
documentation is known and schedule the creation of the first LOA 
account on NHSmail 2.

Account Creation

• Once set up, the LOA will be able to create accounts (either in bulk 
via CSV, individually via the NHSmail Portal or by setting up a 
connector to NHSmail 2).

• LOA distributes the relevant details to the end user, along with training 
links/material from the NHSmail portal.

Re-pointing of 
Outlook

• Once accounts are created, local Outlook clients can be repointed to 
NHSmail either via the LOA/technical teams or by the end user with 
instructions.

• Where Outlook Web Access is used, users can be redirected to the 
new NHSmail URL.

Data Import

• LOAs providing PST files to end users, with them migrating data 
where required (Outlook desktop client required).

• LOAs manually importing PST data on the users behalf (Outlook 
desktop client required).

• Organisation procured cloud based migration services (such as Dell 
OnDemand, BitTitan MigrationWiz) are also available.
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4 Partial Managed Migration 
 
Organisations can choose a partially managed migration, this allows organisations to access 
the Quest Migration tool and perform the migration from their existing in house email service 
to NHSmail. There is also the option for the organisation to utilise the Accenture resources 
which are available. In addition to this there is also the additional option of including a VIP 
migration service offering, this would be Accenture working with the individual organisation in 
order to migrate their VIPs across to the new NHSmail platform before the organisation 
completes the remainder of the migration in house.  The partially managed migration offering 
enables organisations to bridge potential gaps which may be preventing migration such as: 
 

 Resources. 

 Capability. 

 Tooling. 

 Technical expertise. 
 
Example activities that Accenture can support are outlined below: 
 

Service Description 

Technical on-site Support 
Activities. 

Accenture can provide engineering support on a day rated 
basis to assist with technical readiness activities prior to 
migration. 

Change Enablement on-site 
Support Activities 

Accenture can provide business change support on a day 
rated basis to assist with business readiness activities for 
migration to NHSmail 2. 

Co-Existence Migration 
Manager 

Software that can be deployed to offer feature rich co-
existence during the migration. Mitigating many of the pain 
points involved in a linear migration. Accenture can 
provide support from deploying the tools and providing 
assistance with the pre-requisites to running and operating 
the tooling. 

VIP Migration 

A VIP migration service for users whom the client wish to 
ensure get enhanced support. This would provide a fully 
managed service for a particular user group/small number 
of users.  
 
Organisations can purchase the VIP Migration for the 
number of users within the organisation who will require a 
managed migration whereby Accenture would be 
responsible for migrating these accounts across. For the 
remaining staff within the organisation they would just 
need to purchase the Dell Licenses for all other users 
within the organisation to be migrated by the organisation. 

 



NHSmail Migration Service Options v 1.2 Approved  

 

 

 
Page 12 of 14 Official Copyright © 2016 Accenture 

5 Managed Migration Service Overview  
 
Organisations have the opportunity to choose the Managed Migration Service delivered by the 
Accenture Centre of Excellence (CoE) as an additional service. This package offers a 
comprehensive migration service providing planning support, tooling and technical expertise 
to deliver the migration. The migration can be fully managed by Accenture or utilise Accenture 
support to augment the migrating organisation’s capabilities. 
 
The benefits of using the Managed Migration Service include: 
 

 Flexible engagement team with standard methodologies to on-board an organisation. 

 Ability to on-board from multiple source platform technologies (Gmail, Office 365, 
GroupWise, Lotus Notes, Exchange and more). 

 A co-existence managed service with full user, calendar and group sharing. 

 Discover active users and migrate only live data with the option to archive orphaned 
account data into Dell Archive Manager. 

 Directory synchronisation tools prevent isolation or mail routing issues during co-
existence in the migration window. 

 Prevents communication blackouts or potential lost email from sudden cutover 
migrations. 

 
The Managed Migration Service can be customised to meet an organisation’s particular needs, 
including: 
 

 Project Management Support. 

 Business Change and Communications Support. 

 Technical Readiness Assessment and Support. 
 

5.1 Migration Toolkit - Quest Migration Manager 
 
Accenture have a strategic relationship with Dell Software and extensive experience of the 
Quest product stack for factory-based migrations from a variety of different systems. 
 
Accenture’s migration platform has the capability to migrate from many platforms to NHSmail 
2. This reduces the lead time and means new and additional solutions do not need to be 
created or procured from scratch. The migration service will be tailored according to demand 
ensuring that each organisation will have its individual needs met.  
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The Quest Migration Manager (QMM) Process would include the following steps: 
 

 
 

1) Directory Synchronisation 
Directory synchronisation would be required in order to synchronise the Global Address Lists 
(GALs) for on-boarding organisations to NHSmail 2; this enables a common user experience. 
End user accounts are required to exist in both source and target organisations to provide 
lookup points for users operating on either their local mail system or on NHSmail 2 (migrated 
users). This is always performed before mail migration commences. 
 

2) Calendar and Free / Busy Synchronisation 
Quest Migration Manager enables the synchronisation of calendar information independently 
from mailbox migration. This ensures that both organisations have identical address books 
and that calendar information is available across both organisations. It is also possible to 
synchronise free/busy information separately, providing as close to real-time lookup as 
possible. This will ensure that the end user can always schedule a meeting with the users from 
another organisation, or see whether another user is free or busy. 
 
3) Mailbox Synchronisation 
The mailbox synchronisation ensures that when a user’s mailbox is switched to the target 
server (i.e. NHSmail 2), it is an exact copy of the user’s source mailbox. During mailbox 
synchronisation, Quest Migration Manager gradually transfers the mail data from the source 
to the target servers. All mailbox content (including messages with attachments, contacts, 
calendar information, and journal entries), is copied to the target mailboxes excluding banned 
file attachments prohibited from NHSmail 2 as per HSCIC banned attachments 
documentation. Outlook Data File (OST) data is also preserved during the synchronisation. It 
also ensures that there is no interruption in user messaging and collaboration because users 
are not required to be disconnected from their mailboxes during the migration. 
 
4) Mailbox Switch 

 
Quest Migration Manager can automatically switch mailboxes as they become synchronised. 
Alternatively, the mailbox migrator can monitor the synchronisation status and schedule the 
switch for a particular date and time. When a mailbox is switched, Quest Migration Manager 
sets redirection to the opposite direction: all new mail sent to the old mailbox is automatically 
forwarded to the new mailbox in the target organisation. Quest Migration Manager also marks 
the mailbox in a way that initiates an Outlook profile update at the user’s next logon. 
 

5.2 Additional Support Services 
 
Accenture will be providing a range of technology and business services to support 
organisations in building their collaboration capabilities. The services will be tailorable to 
organisation’s needs and could include: custom application integration, infrastructure and 
technical readiness, change enablement, training and deployment support, benefits 
realisation, collaboration strategy and mobility consulting. These are available via the NHSmail 
2 Additional Services Catalogue and quotes can be provided as required based on local 
needs.  
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6 Next Steps 
 

6.1 What to do next 
 
The NHSmail team will continue to manage the pipeline of organisations looking to join the 
NHSmail 2 service. Organisations that have previously communicated to HSCIC their intention 
to join NHSmail 2 should continue to engage with their local HSCIC Implementation Support 
Manager (ISM).  
 
Organisations who have not previously communicated their intention to HSCIC to join NHSmail 
2 should contact their local Implementation Support Manager or email feedback@nhs.net to 
inform us of the intent to join NHSmail 2. The following information must be provided: 
 

 Transition Lead’s name. 

 Organisation name. 

 Organisation code (ODS code). 

 Current email service platform. 

 Current local service support arrangements (support contract length). 

 Known issues within the current local service. 

 Indicative preferred date to start on-boarding. 

 Number of current NHSmail accounts. 

 Number of new NHSmail accounts required. 
 
Following the communication of your intent, the local ISM will be able to advise on the 
appropriate next steps depending on the information provided. 
 

6.2 Reference Documents & Information 
 
Additional documentation will be available online (support.nhs.net) with further details on the 
service and migration approaches as per the below: 
 

Document Title Overview 

Self Service Migration Guide 
Provides the outline and guidance for organisations to 
follow in order to achieve a successful self-service 
migration. 

Managed Migration Service 
Description 

Provides the outline of the Managed Migration Service 
offered by Accenture and the responsibilities of both 
Accenture and the customer organisation. 
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