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1. About NHSmail Guide 

1.1. What is NHSmail Guide? 

‘NHSmail Guide’ is a chatbot built in Microsoft Power Virtual Agents (PVA) and available in 

Microsoft Teams that enables Local Administrators to seek support for common NHSmail-related 

queries. User research carried out by the NHS Digital Centre of Excellence highlighted several 

challenges around the support experience, primarily the desire for: 

1. Easier access and signposting to support resources 

2. Less cumbersome ticket-raising process 

3. Greater visibility over the tickets raised 

NHSmail Guide was designed to meet these needs and assist users along their support journey, 

from facilitating access to existing support resources, to streamlining the process of raising and 

tracking support tickets. The solution went through several rounds of enhancement and technical 

testing before being made available to 25 Local Administrators who took part in a live pilot. The 

chatbot was further improved based on user feedback and is now ready to be released to a wider 

user base. 

1.2. What technology does it use?  

NHSmail Guide is built using Microsoft’s Power Virtual Agents, which is part of the Microsoft 

Power Platform, and can be accessed by NHSmail users by logging into Teams with their nhs.net 

account. The functionalities of the chatbot are supported by a collection of applications, which are 

illustrated in the infographic below (Diagram 1). NHSmail Guide is integrated with the Azure 

Active Directory (AAD), where user accounts are created and stored, allowing the chatbot to 

recognise who is using it. This allows for a more personalised experience, for example by greeting 

the user and presenting only the topics that are relevant to the user’s target group (e.g., Local 

administrators). NHSmail Guide is also integrated with ServiceNow (SNOW) through an 

Application Programming Interface (API), which offers the possibility to raise new Service 

Requests and Incident tickets with the NHSmail Helpdesk directly from the chat, and view and 

update existing tickets. 

 

https://learn.microsoft.com/en-us/power-virtual-agents/fundamentals-what-is-power-virtual-agents


3 
 

 

Diagram 1 - NHSmail Architecture. 1. Microsoft Teams – hosts the PVA chatbot; 2. Power Platform Environment with 

a database – supports the chatbot and workflows; 3. Power Virtual Agents Web – used to create the topics; 4. Bot 

Composer –supports the ‘Get all my tickets’ topic and the form to acquire Minimum Data Set (MDS); 5. Power Platform 

Environment – hosts the Dataverse and calls workflows that help with automation (e.g., recognise who the user is, 

creating tickets); 5. SharePoint – stores user feedback; 6. AAD Integration – allows automatic recognition of users; 7. 

SNOW API – allows integration with ServiceNow for ticket creation and update. 

2. Chatbot user guide 

2.1. Greetings and main menu 

When users access the chatbot for the first time, they are recognised and greeted by name 

(Figure 1). This is possible thanks to the integration with the Azure Active Directory (AAD), 

where user accounts are stored. The chatbot then displays the home menu, which is the starting 

point of every new conversation with the chatbot. From this menu, users can:   

− View announcements and updates on the status of the portal  

− Access support articles on the support site  

− View or manage their open tickets  

− Raise new tickets with the Helpdesk  

− Leave feedback about their experience with the chatbot and with NHSmail support more 

broadly  

− Read about the chatbot, how it came into being and what it can do 
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Figure 1. The chatbot recognises that the user is a Local Administrator and presents a list of support resources 

for Local Administrators. 

 

2.2. Core functionalities 

The chatbot was developed to provide 1. Easier access and signposting to support resources, 2. 

Less cumbersome ticket-raising process, 3. Greater visibility over the tickets raised. These core 

functionalities can be accessed via buttons in the chatbot main menu. 

2.2.1 Accessing support resources 

The user selects “I want to access support resources” and is taken to a topic library (Figure 2) 

where they can make further selections based on the type of query that they are seeking support 

with. The offering in this section reflects the most common queries for Local Administrators based 

on NHSmail Helpdesk statistics and feedback from the users who took part in the Pilot phase. As 

the concentration of tickets around different categories changes overtime, new topics can be 

added, and existing ones can be amended to ensure the chatbot continues to be centred around 

the specific needs of Local Administrators. 
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Figure 2. Topic library. This section signposts users to existing support resources on the NHSmail Support 

Site. 

 

Joiners, Movers, Leavers – This topic allows you to access guidance on how to manage users 

in the context of JML, including marking users as Joiners or Leavers, viewing the details of a 

request, approving, or rejecting a request, or onboarding an Organisation to JML. 

Managing a User Account – Under this topic, you can find guidance on types of account 

statuses, enabling or disabling user accounts, restoring a deleted account, managing user 

policies, and converting accounts into application accounts. 
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Shared Mailbox Administration – This topic contains guidance on how to create or edit a shared 

mailbox, set permissions, set up Out of Office, transfer, delete, or restore a shared mailbox, view 

mailbox statistics or status, and access information on Resource Mailboxes. 

O365 suite and licensing – Here you can access resources of the major applications within the 

Microsoft Suite, including Power Platform, Intune, and Microsoft Teams, as well as information on 

O365 licensing.  

Security – The guidance available in this section covers Multi-Factor Authentication (MFA), Safe 

Links Protection, Safe Attachments Protection, and how to mark an account as compromised or 

remediate a compromised account. 

Global Address List – This topic covers the most common causes of issues with the global 

address list, including license errors when accessing OWA or MS Teams, licenses not applying 

when the user policy is updated, or mismatching information between portal and OWA. 

Email Delivery– This topic covers the most common causes for email delivery failures and 

provides guidance as to how to deal with non-delivery reports (NDRs) or problems with 

attachments. It also signposts to guidance on NHSmail Relay. 

 

2.2.2 Raising new support tickets 

Users can raise Incidents and Service Requests directly with the NHSmail Helpdesk from the chat 

(Figure 3). This is done via a form, which guides the users through the minimum dataset (MDS), 

which covers all the details that the helpdesk needs to have to be able to troubleshoot the issue 

(Figure 4).   

Thanks to the integration with the NHSmail Active Directory, information such as email, 

organisation, and ODS code of the caller (the person who is raising the ticket) is automatically 

extracted and validated against the database and used to populate the relevant fields. When 

submitting a ticket through the chatbot, a ticket is created in SNOW and shared with the NHSmail 

Helpdesk, and a ticket number is shared with the ticket raiser. 

Upon submission of the tickets, users also receive an automatic email with a summary of the 

ticket raised. Attachment and supporting evidence should be provided by replying to this 

automatic email. 



7 
 

 

Figure 3. The chatbot allows users to raise Incidents and Service Requests with the NHSmail National 

Helpdesk. 

 

Incidents and Service Requests created via the chatbot are then processed by the NHSmail 

Helpdesk according to the standard protocols. In some cases, Helpdesk agents will contact the 

user to request more information or supporting evidence. In the case of High Severity Incidents 

and Clinical Safety Incidents, NHSmail Guide will advise to escalate the issue through the 

standard channel, as these types of incident should not be raised with via the chatbot. 
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Figure 4. Users can raise tickets directly via the chat using a simple form. Details are then passed onto SNOW 

where the ticket is created. 

 

2.2.3 Viewing or managing existing tickets 

Users can request to view a list of all their open tickets or track individual tickets (Figure 5). When 

these features are selected, the chatbot returns ticket cards, each one containing a short 

summary of the ticket, the date of ticket creation, the assignment group, the ticket status (e.g., 

active, resolved), a detailed description of the issue, and any comments left in the tickets by the 

user or by the Helpdesk (Figure 6). 
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Figure 5. The chatbot allows users to view all their existing tickets, or track and make changes to individual 

ones. 

 

After viewing a ticket, users are given the option of adding comments to it and changing the ticket 

status (e.g., marking the ticket as resolved or reopening a resolved ticket). 
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Figure 6. Each ticket is displayed in a separate card, which summarises the history of the ticket in a friendly 

format. 

 

2.3. Example of a conversation 

A typical conversation starts from the main menu, which displays all the available topics. When 

users make their selection, the chatbot triggers a topic workflow which has been manually coded. 

For example, if you select “I want to access support resources”, the chatbot will signpost you to 

existing support material. To access the support material, click on the URL preview or image, and 

a new tab will open in your preferred browser, taking you to the corresponding page on the 

NHSmail support site (Figure 7). To come back to the chatbot, simply return to the chat in the 

Teams app, or to the browser window if you are using Teams on your browser. The chatbot will 
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now ask if you need any more help. At this point you can close the conversation, or if you have 

not been able to self-troubleshoot, you can escalate the issue and raise a ticket with the Helpdesk. 

 

Figure 7. Clicking on the link provided in the chat opens a new window in the web browser, which displays the 

relevant resources on the NHSmail Support Site. 

Every conversation will finish with a feedback mechanism, which allows you to rate your 

experience and leave comments or suggestions. Once you have completed the feedback, you 

can start a new conversation by typing ‘menu’ in the chat. 

 

2.4. Navigation and shortcuts 

Users navigate the chatbot's pre-defined routes and access the relevant topics by clicking on the 

corresponding buttons. It is however possible to transfer between chatbot topics by using trigger 

phrases in the chat. Trigger phrases teach the chatbot different ways someone might ask about 

this topic. The AI uses natural language understanding (NLU) to parse what a user types and find 

the most appropriate topic. For example, instead of clicking on the button “I want to access support 

resources”, you could type “support material” or “support article” or “support resources” in the chat 

to reach the same topic (Figure 8, top and middle). You can also transfer between topics using 

trigger phrases (Figure 8, bottom). 
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Figure 8. Users can reach the desired chatbot topic by clicking on the option buttons and following pre-defined 

routes (top image), or by typing in the chat a related command (middle image). Users can also transfer between 

topics using trigger phrases (bottom image). 

 

Below a list of the most frequently used trigger phrases 

Trigger phrase Topic 

Menu Takes you back to the main chatbot menu 

I want to access support resources 
Support resources 

Takes you to the support library 

I want to track a ticket 
Track a ticket 

Allows you to track an existing ticket 

I want to view my tickets 
Open tickets 

Allows you to view all your open tickets 

I want to raise a new support ticket 
Open a ticket 

Allows you to raise a ticket with the helpdesk 

 

 

2.5. Access and installation 

Access rights must be provisioned by the host tenant (NHSmail) before users can start using the 

chatbot. Once access has been granted, users can install NHSmail Guide in their Teams 

environment. 
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2.5.1 Install in the Teams Desktop App 

The chatbot can be installed directly from the Teams app by clicking on the “Apps” icon on the 

left-hand pane. Under “Built with Power Platform”, you should now be able to see “NHSmail 

Guide”. Click on the box. 

 

 

A pop-up will allow you to add the chatbot to your Teams. Click “Add”. 

 

Then right-click on the chatbot icon and select “Pin” to pin the chatbot to the left bar. 
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Next time you want to access the chatbot, just access your Teams app and you click on the 

chatbot icon on the left bar. 

 

2.5.2 Install in the Teams Web App  

If you are already logged in your browser with your nhs.net credentials, you can simply click on 

the link we shared with you. A new tab will open in your browser windows and a pop-up window 

will ask you if you don’t want to open the link in the desktop app instead. Select “Cancel” and 

then click on the button “Use the web app instead”. 
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From this point, the installation steps are the same as if you are installing from the Desktop App. 

 

3. Private Beta 

The release of NHSmail guide to Local Administrators will follow a phased approach. Access will 

be provisioned from the 12th December, however not all Local Administrators will be given access 

at the same time. Users who have been given access to the use NHSmail Guide will be contacted 

directly with information on how to get started. 

3.1. Managing expectations 

When using NHSmail Guide, users should be aware of the following limitations 

1. Task Automation: While the chatbot can communicate with SNOW and with the AAD, it 

is not integrated with the NHSmail Portal and does not possess the automation capabilities 

that would allow it to perform tasks that a Local Administrator or NHSmail Helpdesk would 

perform (e.g., restoring an account).  

2. AI Capabilities: Although the chatbot uses aspects of AI to learn from the trigger phrases 

used by the users, it should be noted that all chatbot answers are manually coded (i.e., 

Rule-based chatbot). This is something that should be considered when typing free text in 

the chat, as the chatbot may not recognise user input which is unrelated to the chatbot 

topics. 

3. Attachments: The chatbot does not support the addition of attachments to tickets due to 

Microsoft PVA’s current limitations. Similarly, images pasted in the chat are not stored, 

and therefore cannot be used by the NHSmail Helpdesk as supporting evidence. If you 

need to provide attachments, you can respond to the confirmation email you receive on 

submission of your ticket through the chatbot, with the evidence attached. 

4. Open Tickets Limit: Due to PVA limits, a maximum of 20 open tickets can be displayed 

through the chatbot. 

5. Interaction Mode: Users should be aware that the chatbot returns manually coded 

responses, and that they are not interacting with an NHSmail Helpdesk agent directly (i.e., 

it’s not a live chat). 

 

 

 

 

 


