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A guide to self service
From viewing your payslip to applying for a vacancy, booking leave to 
purchasing goods, working remotely to managing performance, there’s lots 
of things we can all do to save time and money and use new technology to 
improve the way we work. We call this self service.

This guide details how and why we should use self service and explains how it can 
improve services, reduce our running costs and make your job easier.

Self service helps staff at all levels of the Council. Everyone can manage their own 
records and use self service for a range of everyday tasks. Managers can also use self 
service to help manage vacancies and budgets.

Self service is a smarter way to work and it means we can focus expert help where it is 
needed and our resources on what matters – delivering quality services to our residents.

The Council is changing and self service is an essential part of working smarter, working 
with others and prioritising effectively. Where you can use self service, you should.

If you are having trouble using self service, we have a team of experts on hand to help. 
Where you need our expertise, we will help and support you and this guide contains a 
useful list of contact details on page 7 – from online support to useful phone numbers.

This is your guide to getting started and using self service.

Why should I use self service?
With less money to spend on services, everyone has a part to play in helping us 
become a more efficient council. Actively using self service is a way you can make  
a difference.

Self service technologies help us reduce costs, reduce duplication, keep information up 
to date and let us focus on the important things.

With less red tape, improved technology and more freedom to make decisions, we’ll be 
able to provide better value for money and ensure that Havering’s residents are able to 
enjoy a better quality of life.

Whatever your job involves and whether or not you have regular access to a PC, you can help.

Self service is also what we are asking our customers to do. We are helping residents 
access the services they need in a way that is convenient to them and increasingly this 
means moving contact to the internet and new technology.

Self service is the future. We will continue to provide modern, IT systems that 
will help us to be more efficient in the future and provide more opportunities 
to use self service.
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Self Service
Our 24-hour online system called Self Service helps you do 
just that in an instant - cutting out paperwork as well as the 
time it takes to get things done. But it’s not the only way we 
can use self service. Over the pages we detail a number of 
ways you can and should think about using self service.

Things you can do using Self Service
• Request absences such as annual leave 

• View payslips 

• Enter Performance Development Review details 

• Order goods or services 

• Enter goods or services received 

• Submit expenses 

• Apply for a vacancy

• Record mandatory qualifications and certifications 

• Review management information 

• Lead your recruitment campaign

• Approve employee requests

• Update personal details

Using Self Service is easy. Choose Start > Programs > Corporate Systems >  
Self Service.  

The first time you log in you will need to enter your user name and the password 
supplied to you.  You will be prompted to enter a new password.  Please note your 
password will need to be a minimum of eight characters, a mix of numbers, upper and 
lower case letters and no recurring characters.

If you forget your user name or password, click on login assistance.

Never reveal your password to anyone and use PasswordSafe to store and remember 
all your passwords – see opposite.

There are a range of e-learning courses available on the Intranet under Shared 
Services/Training, including guides for managers. If you do have problems, we are here 
to help.

Get started with Self Service
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ICT Self Service
Using ICT Self Service is a smarter way to report ICT 
issues. Here you can ask the ICT Service Desk to 
investigate an issue and you can also track the progress 
of your enquiry.

Using ICT Self Service helps reduce the volume of calls 
to the ICT Service Desk and helps us to provide a 
more effective service.

Get started by choosing Start > Programs >  
Help and Support > ICT Self Service.

Remote Access Portal (RAP)
RAP helps you work smarter with remote access to Council systems and files. It helps us 
maintain services and improve efficiency with the tools you need to do your job 
effectively – at home or elsewhere. It also recognises and supports the need for you to 
maintain a work-life balance.

Get started by speaking to your manager, identifying a business need for remote 
access, raising any issues involved with remote working and completing an ICT access 
form available from the Intranet.  Do set up RAP well in advance of when it is required.

PasswordSafe
PasswordSafe is an easy and secure  
way to remember several complex passwords 
including the use of secure password ‘buddies’.

PasswordSafe helps us by improving security and 
reducing the significant number of reset calls made  
to the ICT Service Desk – each takes up valuable time.

Get started by pressing the Start button on the  
left hand side of the PC and launching the 
PasswordSafe icon.

Look out for the ICT Self Service icon

PasswordSafe - easy to access from 
your desktop
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Performance Development Reviews (PDR)
The PDR is a chance for you to work closely with your manager to define your 
objectives for the year and measure your performance against them – taking personal 
responsibility for your performance and development.

PDR records are entered and stored on Self Service. This gives you the tools to help 
improve the way you work, understand what is expected of you and contribute to 
individual and team aims and objectives.

Your PDR sets out what is expected of you and how you fit into the overall framework 
for managing service delivery.  See how your objectives link to your individual work plan 
and, ultimately, achievement of the Council’s goals.

Get started by discussing your PDR with your line manager.

What if I don’t have  
access to a computer?
Don’t worry if you don’t have access to a computer – your line manager will operate 
Self Service on your behalf. For example, he or she will enter your annual leave and 
sickness and ensure that you receive a paper copy of your payslip.

Self service fits in  
with our values
Self service is a smarter way to work and it means we 
can focus expert help where it is most needed.

Self service fits in with our values, particularly that we 
can do.

Where you can use self service, you should do so. 
Where you need our expertise and advice, we will 
support you.

 

Our values
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Who to contact for support
If you’re having difficulty using Self Service, your manager will be your first port of call.

Please try searching Quick Question under the Shared Services section on the 
intranet first as this could save time. If you’re still struggling, the Shared Services team 
will be able to assist you.

Use ICT Self Service on your PC to log a call rather than calling the ICT Service Desk – its 
more effective that way. Choose Start > Programs > Help and Support > ICT Self Service. 

Once you are logged in you can raise a service request for both Shared Services and 
ICT. You can also click on the Status of My Calls option to check the progress of all calls 
you have logged with ICT or Shared Services.

If you do need to send an e-mail contact

sharedservices@havering.gov.uk or ICT_Servicedesk@havering.gov.uk 

If you need to speak to someone call the ICT Servicedesk on 2515 or Shared Services  
on 3333.

If you want to see someone in person, visit our Shared Services reception on the 
second floor of Romford Library or pop in to the ICT drop in session at the Town Hall.

There may be occasions when you need to speak to someone about something personal 
or have a specialist query. The Shared Service team will be able to provide answers on a 
wide range of Finance, HR, Payroll, Procurement and Pension-related queries. They can be 
contacted by e-mail on sharedservices@havering.gov.uk or tel: 3333.
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